S. HrG. 116-84

REAUTHORIZATION OF THE SBA’S
ENTREPRENEURIAL DEVELOPMENT PROGRAMS

HEARING

BEFORE THE

COMMITTEE ON SMALL BUSINESS
AND ENTREPRENEURSHIP
UNITED STATES SENATE

ONE HUNDRED SIXTEENTH CONGRESS
FIRST SESSION

MAY 1, 2019

Printed for the use of the Committee on Small Business and Entrepreneurship

&R

Available via the World Wide Web: http://www.govinfo.gov



REAUTHORIZATION OF THE SBA’S ENTREPRENEURIAL DEVELOPMENT PROGRAMS



S. HrG. 116-84

REAUTHORIZATION OF THE SBA’S
ENTREPRENEURIAL DEVELOPMENT PROGRAMS

HEARING

BEFORE THE

COMMITTEE ON SMALL BUSINESS
AND ENTREPRENEURSHIP
UNITED STATES SENATE

ONE HUNDRED SIXTEENTH CONGRESS
FIRST SESSION

MAY 1, 2019

Printed for the use of the Committee on Small Business and Entrepreneurship

&R

Available via the World Wide Web: http://www.govinfo.gov

U.S. GOVERNMENT PUBLISHING OFFICE
37-795 PDF WASHINGTON : 2019



COMMITTEE ON SMALL BUSINESS AND ENTREPRENEURSHIP

ONE HUNDRED SIXTEENTH CONGRESS

MARCO RUBIO, Florida, Chairman
BENJAMIN L. CARDIN, Maryland, Ranking Member

JAMES E. RISCH, Idaho MARIA CANTWELL, Washington
RAND PAUL, Kentucky JEANNE SHAHEEN, New Hampshire
TIM SCOTT, South Carolina EDWARD J. MARKEY, Massachusetts
JONI ERNST, Iowa CORY A. BOOKER, New Jersey
JAMES M. INHOFE, Oklahoma CHRISTOPHER A. COONS, Delaware
TODD YOUNG, Indiana MAZIE K. HIRONO, Hawaii

JOHN KENNEDY, Louisiana TAMMY DUCKWORTH, Illinois
MITT ROMNEY, Utah JACKY ROSEN, Nevada

JOSH HAWLEY, Missouri

MICHAEL A. NEEDHAM, Republican Staff Director
SEAN MOORE, Democratic Staff Director

1)



CONTENTS

OPENING STATEMENTS

Page
Rubio, Hon. Marco, Chairman, a U.S. Senator from Florida ............cccccevvvreeennn. 1
Cardin, Hon. Benjamin L., Ranking Member, a U.S. Senator from Maryland .. 3
WITNESSES
Panel 1
Gutierrez, Allen, Associate Administrator, Office of Entrepreneurial Develop-
ment, U.S. Small Business Administration, Washington, DC ........................ 5
Ware, Hannibal “Mike,” Inspector General, Office of Inspector General, U.S.
Small Business Administration, Washington, DC ..........cccccvviiiiiiiiiiniieeennnen. 11
Panel 2
Myhre, Michael, CEO, Florida SBDC Network, Pensacola, FL ..........ccc.ceeuneeen. 32
Haughton, Kiesha, Managing Director, Maryland Women’s Business Center,
ROCKVILIE, MDD ..ottt ettt e et e e et e e e e e eearae e enraeeennaeas 51
Yancey Jr., W. Kenneth, CEO, SCORE Association, Herndon, VA ..................... 58
Craven, Darcella, President, Veterans Business Resource Center, St. Louis,
O e e e e e e et e e e eta e e e eaaeeetaeeeetbeeeetraeeearaaeenraeas 77

ALPHABETICAL LISTING

Cardin, Hon. Benjamin L.
Opening statement
Craven, Darcella

TESEIMONLY  .eeieueiiiiitieetie ettt ettt e et e st e e s bt e e s abbe e e saeeeeeaneeas

Prepared statement ....

Addendums  ..oo..ooiiiii et st
Gutierrez, Allen

TESTIMONLY  .eeieviieeeiiieeeiteeeieeeete e seteeesteeeetaeeeentbeesssbaeesnsaessssaeessssaesnssnesensseens 5

Prepared statement ..........ccccoccoiiieiiiieiiece e 7

Responses to questions submitted by Chairman Rubio, Ranking Member

Cardin, Senators Scott, Hirono, and Rosen ..........ccccccevevvvvieeieeeiiiveeeeeeeenns 100

Haughton, Kiesha

TESEIMOILY  .eeeeieiiiiiiieetie ettt ettt e et e e st e e s bt e e e s bb e e e saeeeeeaeeeas 51

Prepared statement ..........ccccoeeviiiiriiiiiiiiiiineee e 53

Responses to questions submitted by Senator Hirono 128
Myhre, Michael

TESTIMONLY  .eeieviieeiiiieeriieeeieeee it e eetteeeste e e eeteeeentbeeessaaeesnseessssaeeensseesnssnesensseens 32

Prepared statement 34

Responses to questions submitted by Senator Hirono ..........ccccceeveviiennnne. 121
Rubio, Hon. Marco

Opening StateMeENt .........cccceccviiieiiiieciieeecee e e e s rae e e aaee e 1
Ware, Hannibal “Mike”

TESTIMONLY  .eeieuviieeeiiieeiiieeeiiee ettt eertteeesteeeetbeeeestbeeessbaeesnseessnsaeeesssaeenssnesannseens 11

Prepared statement ..........c.cccoeeviieiiiiiiiiiecee s 13

Responses to questions submitted by Chairman Rubio 114
Yancey Jr., W. Kenneth

TESEIMOTLY  .eeieviieeeiiieeciieeeie e ee e e tre e e ree e e taeeesataeeesssaeessseeesssaeesnsseeessssesenssnens 58

Prepared Statement ..........coccooviiiiiiiiiieiieee s 60

Responses to questions submitted by Chairman Rubio and Senator

HITONO oottt 131






REAUTHORIZATION OF THE SBA’S ENTREPRE-
NEURIAL DEVELOPMENT PROGRAMS

WEDNESDAY, MAY 1, 2019

UNITED STATES SENATE,
COMMITTEE ON SMALL BUSINESS
AND ENTREPRENEURSHIP,
Washington, DC.

The Committee met, pursuant to notice, at 2:30 p.m., in Room
428A, Russell Senate Office Building, Hon. Marco Rubio, Chairman
of the Committee, presiding.

Present: Senators Rubio, Ernst, Romney, Hawley, Cardin, Cant-
well, Markey, Coons, and Rosen.

OPENING STATEMENT OF HON. MARCO RUBIO, CHAIRMAN, A
U.S. SENATOR FROM FLORIDA

Chairman RUBIO. The hearing will come to order. I want to
thank everyone who is going to join us here today. I say at the out-
set, we have four votes at 3:00 p.m. so members will fly through
here at some point, juggle all this, and see how we make it work.
We are just joking. We must have made someone upset in this com-
mittee because we keep getting magnets for multiple votes, but
anyway. The hearing today is titled the reauthorization of the
SBA’s entrepreneurial development programs. This is our third in
a series of hearings focused on reauthorization of the Small Busi-
ness Act.

I believe it is vital the committee reauthorizes the Act. That we
take a look at the SBA’s small business programs to ensure that
they are meeting the needs of today’s entrepreneurs and operating
in an efficient way. In essence, we have modernized the program
to reflect the realities of today’s economy. Today we are going to
focus on the Small Business Administration’s four main entrepre-
neurial development programs. The Small Business Development
Center, or SBDC program, the Women’s Business Center, or WBC
program, the Service Corps of Retired Executives, or SCORE pro-
gram, and the Veterans Business Outreach Center, or VBOC pro-
gram. Each of these programs is providing entrepreneurs and
small-business owners with specific and tailored training to help
them start and scale their business. With the SBA’s Office of Advo-
cacy reporting roughly 30.7 million small businesses in the U.S.,
2.5 million of which are located in the State of Florida, the poten-
tial impact these programs can have on business creation and
growth is immense. What do these programs offer our Nation’s en-
trepreneurs?
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The SBDC program focuses on providing technical and manage-
rial training to entrepreneurs at every stage of business creation.
The SBDC network is the SBA’s largest entrepreneurial develop-
ment program with nearly 1,000 center locations nationally in
rural and urban areas of the country alike. The WBC program of-
fers entrepreneurs business training and counseling; however, it
specializes in entrepreneurial training targeted to meet the unique
needs of female entrepreneurs. There are more than 100 WBCs lo-
cated throughout the U.S. The SBA supports the SCORE program,
which focuses on providing entrepreneurs with personalized busi-
ness mentorship and training. SCORE provides services both on-
line and at more than 300 centers often co-located with SBA dis-
trict offices.

The final development program we will be discussing is the
VBOC program which provides U.S. military veterans and their
families with entrepreneurship education and assistance at 22 cen-
ter locations. In addition, VBOC serves a unique and vital role
within the Department of Defense Transition Assistance Program
by providing transitioning members in the military with a two day
Boots to Business-business entrepreneurship course. Undoubtedly,
small business owners are benefiting from the SBA’s development
programs. In Florida alone, the SBDC network reported that their
services impacted more than 280,000 jobs, generated more than
$36.7 billion in sales, and resulted in the creation of more than
4,500 new businesses.

All of these development programs have not been without criti-
cism. Just last Thursday, the SBA’s Office of Inspector General,
OIG, released an audit report on the SBA’s oversight of the SCORE
Association. The audit uncovered systemic issues within the
SCORE Association and the SBA’s oversight of the SCORE pro-
grams. Specifically, the report notes that the SCORE Association
misused Federal grant funds. Some of the most egregious
incidences of misuse include the SCORE Association redistributed
more than $100,000 worth of grant money to be used for year-end
bonuses for SCORE employees, 66 percent of which went to four
senior-level Association executives. The Association awarded 9 of
the 25 contracts without following the cooperative agreements re-
quirements, including a failure to solicit proposals through open
competition and failure to obtain proposals from at least three
firms. The CEO of the SCORE Association, whose salary from Fed-
eral and foundation funds totals more than $440,000 a year, solely
used Federal grant dollars rather than nonprofit foundation funds
to hire an executive coaching consultant. And the SCORE Associa-
tion used Federal funds for prohibited costs such as alcohol and un-
allowable local travel expenses.

These egregious infractions of taxpayer dollars went undetected
by the SBA. Unfortunately, this is not the first time that the
SCORE Association has been criticized for the mismanagement and
commingling of Federal funds. Following Hurricane Sandy, the
SBA awarded a number of disaster technical assistance grants to
resource partners aiding in recovery efforts. The SCORE Associa-
tion received one such grant. Later in 2017, the OIG audited
SCORE’s use of those disaster technical assistance funds, specifi-
cally auditing $840,000 worth of program expenses and the audit
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reported that SCORE failed to consistently comply with grant re-
quirements, ultimately recommending that SBA recover approxi-
mately 46 percent of these funds or roughly $391,000 of the total
disaster grant.

While the SCORE program did repay these funds to the SBA
over time, there was clearly an overarching issue within the pro-
gram that has continued to allow for the misuse of Federal funds
without the SBA detecting it. Unfortunately, concerns surrounding
the SCORE program do not stop with the misuse of taxpayer funds.
It has recently come to the attention of the committee that the SBA
OIG is currently managing three separate criminal investigations
of embezzlement and whistleblower protection violations related to
the SCORE program. In one such instance, the OIG has substan-
tiated that a SCORE chapter treasurer who identified an instance
of fraud was removed from their position in an act of retaliation
for whistleblowing, a decision that was sanctioned by a SCORE dis-
trict director and the Association’s national vice president of field
operations.

Clearly, after reviewing the Inspector General’s audit report and
the details surrounding these criminal investigations, I have severe
concerns about the operation, oversight, and management of the
SCORE program. I look forward to not only discussing these con-
cerns but also examining the entrepreneurial development pro-
grams as a whole throughout today’s hearing.

With that, I recognize the Ranking Member.

OPENING STATEMENT OF HON. BENJAMIN L. CARDIN,
RANKING MEMBER, A U.S. SENATOR FROM MARYLAND

Senator CARDIN. Mr. Chairman, thank you very much for con-
vening this hearing. As the chairman pointed out, we are already
going to apologize to the witnesses because there are a series of
votes that are scheduled to start at 4:00 p.m. this afternoon which
will interrupt the continuity of our hearing and we apologize for
that. This is an extremely important hearing on the entrepre-
neurial development programs under the SBA as we continue to
look in this committee at reauthorizing and strengthening the tools
that are available under the SBA.

The SBA provides vital training and support to American small
businesses through the four programs that the chairman has men-
tioned. They all deal with having resource partners that help us
provide the services for small businesses in our community. The
largest, as the chairman pointed out, the Small Business Develop-
ment Centers partner with colleges and universities to deliver the
training to entrepreneurs at all stages of business development.
The Women’s Business Center provides training and mentorship to
women entrepreneurs, particularly in economically and socially dis-
advantaged women. SCORE program pairs entrepreneurs with ex-
pert business mentors and training workshops at little to no cost.
And the Veterans Business Outreach Centers provide business
counseling to transitioning service members, veterans, and their
spouses.

Mr. Chairman, I just want to brag one moment about one of
those programs, on the Veterans Business Outreach Center, which
was started in Maryland as a private enterprise by the Mont-
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gomery County Chamber of Commerce. And it was a national pro-
gram to help returning warriors, giving them the information they
needed in order to be more effective in dealing with Government
contracts and to set up their businesses. It has been extremely suc-
cessful. The program has graduated more than 1,200 participants
who report that their revenues increased by an average of 64 per-
cent in the first year of completing this very successful program.

Collectively these four programs have trained more than 1.2 mil-
lion entrepreneurs during the Fiscal Year 2018. That is an impres-
sive number, but as has been pointed out, it merely scratches the
surface on the needs that are out there. So, the needs are much
greater than we are meeting today but it is very effective in those
that they do meet. Data shows that small businesses created by en-
trepreneurs who receive at least three hours of SBA counseling
have higher survival rates than small businesses created by entre-
preneurs who receive less counseling or none at all. So, these pro-
grams are important programs.

Last month we heard from Connie Evans, President and CEO of
the Association for Enterprise Opportunity, made the case for in-
creased access to business counseling before the committee when
she said sufficient capital and credit enable entrepreneurs to get
their businesses off the ground but sometimes those with a vision
and passion lack the technical skills necessary to keep their doors
open. That is where these programs come in to make sure that we
not only get them off the ground, but they can continue and grow
and add to the economy.

Ms. Evans testified that the medium annual revenue growth for
businesses that receive both capital and technical assistance from
the SBA microloan program is 30 percent higher than businesses
that receive only capital. As we examine the current state of major
SBA entrepreneur development programs, my fear is that the SBA
is barely scratching the surface of the benefits that the entrepre-
neurial development can bring to the American economy, which has
experienced a 40-year decline in new business formations.

SBA may have reached more than 1.2 million entrepreneurs in
Fiscal Year 2018, but the number represents less than 5 percent
of our Nation’s entrepreneurs. Lastly, let me just join the chairman
in pointing out that first, when we look at entrepreneurial pro-
grams and target populations that they serve in the small business
community, we have to put effective oversight. And yes, the over-
sight on the SCORE program that the report that we received is
very alarming and we need to follow up on that to make sure that
these actions have been corrected and that we have protections in
place that prevent any further violations of our expectations.

And one question I will be asking is how do we determine ac-
countability for these programs. But I also believe we need to make
sure that these programs are reaching particularly the underserved
communities, and how well are we reaching communities that have
had a hard time with entrepreneurship because of historic discrimi-
nation and a lack of opportunity. Are we really focusing on making
up for that disadvantage?

I look forward to hearing from our witnesses, and I look forward
to the process this committee is using reevaluating and on reau-
thorizing our programs.
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Chairman RuBIo. Thank you. I will work on my first panel. Mr.
Allen Gutierrez is the Associate Administrator of the Small Busi-
ness Administration’s Office of Entrepreneurial Development. He
previously served in the U.S. Small Business Administration from
2001 to 2006. During his tenure with the SBA, he served as Senior
Advisor to the Chief Operating Officer and Senior Advisor to the
Office of International Trade.

Mr. Hannibal Mike Ware is the Inspector General of the Small
Business Administration. He was confirmed in the Senate by unan-
imous consent last year. He is responsible for independent over-
sight of the SBA’s programs and operations. He also currently
serves as the chairman of the Audit Committee for the Council of
Inspectors on Integrity and Efficiency. I thank you both for being
here today. We will open with you, Mr. Gutierrez.

STATEMENT OF ALLEN GUTIERREZ, ASSOCIATE ADMINIS-
TRATOR, OFFICE OF ENTREPRENEURIAL DEVELOPMENT,
U.S. SMALL BUSINESS ADMINISTRATION, WASHINGTON, DC

Mr. GUTIERREZ. Great. Thank you very much Chairman Rubio,
Ranking Member Cardin, and members of the committee for invit-
ing me to testify.

I am proud to serve as Associate Administrator for the Office of
Entrepreneurial Development at SBA. In this role, I administer
programs and initiatives that provide counseling and training to
small businesses. This is my second time at the agency, having
served at SBA from 2001 to 2006. In between, I was a National Ex-
ecutive Director of the Latino Coalition, one of the Nation’s largest
advocacy organizations. The Office of Entrepreneurial Development
overseeing SBA’s primary counseling and training programs. Under
the OED umbrella are what we commonly refer to as SBA resource
partners, Small Business Development Centers, SBDCs, Women’s
Business Centers, and SCORE.

Our partnership with these organizations is very valuable to
OED and the agency, and we have a good relationship with them.
Since taking on the role with OED, I have worked directly with the
leadership of each organization to review our contractual agree-
ments and performance expectations. This led to our establishing
common performance matrix across all three organizations with a
goal of better connecting how entrepreneurs that receive counseling
might later interact with SBA services or loan programs. This will
allow us to better capture data on new business starts and will en-
courage greater focus on underserved and rural communities.

Related to this are some recommendations for the committee to
consider as part of your reauthorization process. Among them, we
would like to work with you and the resource partners to foster
better data collection and to remove existing limitations. We would
also like to work with you to review potential performance incen-
tives for SBDCs so as to spur them to meet their goals. Some other
areas of focus for OED include building on our 113 women business
centers and our desire to establish centers in Idaho and South
Carolina, two of several states without a WBC presence. Also, we
would want to continue our efforts with our Emerging Leaders pro-
gram which has been very successful in training small business



6

owners. We are also happy coordinating our agency’s outreach ef-
forts to Native American communities.

Lastly, we will continue to monitor aspects of the SBDC pro-
gram, for example, first-year evaluations of the new performance
standards, the ability of the network to match increased Federal
dollars, and the carryover and utilization of fiscal year funds. In
view of my colleague’s testimony, let me also speak to the recent
SBA Inspector General’s report on the SCORE program.

First, let me say that we work very well with our IG. An imme-
diate leadership priority for Administrator McMahon was to ad-
dress outstanding IG recommendations. In our February testimony
before the committee, she shared the agency resolved over 140 IG
recommendations during her two-year tenure of which 90 percent
in my office that we also were able to clear as well.

As I mentioned earlier about my own leadership within OED, I
engaged the resource partners very early in my tenure. With all
three resource partners, we updated our notices awards, estab-
lished stronger internal controls, and with respect to SCORE, our
developing REGs and SOPs that have never been in place before.
These efforts served us very well with the later engagement with
IG and in their investigation.

Three of their recommendations are already closed and we al-
ready have a plan for closing the remaining eight. Chairman Rubio,
ranking member Cardin, and members of the committee, I appre-
ciate the opportunity to testify. Thank you for your continued sup-
port of the agency on America’s small business. I look forward to
continuing to work with you and your staff.

[The prepared statement of Mr. Gutierrez follows:]
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Statement of Allen Gutierrez
Associate Administrator
U.S. Small Business Administration

Thank you, Chairman Rubio, Ranking Member Cardin, and members of the committee for
inviting me to testify this afternoon. I look forward to working collaboratively with this
committee to ensure we are providing entrepreneurs and small business owners the resources
they need to start, grow, or expand their business and if necessary, recover from disaster.

fam very fond of the U.S. Small Business Administration (SBA) and its mission. I am honored
to be back at the Agency - this being my second tour of duty. From 2001 to 2006, I was honored
to serve in various leadership positions at SBA. Prior to being appointed to my current position,
I served as the National Executive Director of the Latino Coalition, one of the nation’s largest
Latino advocacy groups. Now, as the Associate Administrator for the SBA Office of
Entrepreneurial Development, it is my responsibility to administer programs and initiatives that
provide technical assistance, primarily counseling and training, to small business entrepreneurs
seeking to reach the American dream.

The Office of Entrepreneurial Development is SBA’s technical assistance arm, overseeing
SBA’s primary counseling and training programs. We work hand in hand with SBA’s resource
partners, supporting current and aspiring small business owners. The largest of these resource
partners is the Small Business Development Centers (SBDC) program. The Small Business
Development Centers program is administered through a cooperative agreement with institutes
of higher education or state governments. There are 63 SBDC lead centers and over 900 SBDC
service centers across all 50 states and U.S. Territories. The SBDCs provide counseling and
training to entrepreneurs and small business owners on a variety of topics including international
trade, cyber security, and how to develop and present a business plan.

Our Women’s Business Centers (WBCs) are responsible for promoting the growth of women-
owned businesses through training and technical assistance and by providing access to credit and
capital as well as federal contracting and international trade opportunities. The SBA partners
with non-profits — 501(c) entities ~ and provides a maximum grant of $150,000 to establish a
WBC. There are 113 locations, and unfortunately, four states currently do not have a WBC ~
Alaska, Idaho, Mississippi, and South Carolina. We are in the process of reviewing applications
to open a WBC in Idaho and are actively pursuing the best path forward to provide services to
women entrepreneurs in these other states. WBCs serve a wide diversity of geographic areas,
demographic populations, and economic environments. Many WBCs offer training and
counseling in a number of languages and dialects, helping reach emerging markets with a variety
of unique and innovative programs.

Our third program is SCORE, a network of over 10,000 volunteers that provide 1-on-1
mentoring to entrepreneurs and small business owners. These volunteers provide industry
focused assistance on a wide variety of areas. The SBA provides $11.5 million to the National
SCORE Association, which provides the funding distribution to their 300+ chapters across the
United States and U.S. Territories.
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One important initiative administered through the Office of Entrepreneurial Development is
SBA’s Emerging Leaders. This initiative is a 7-month intensive course that helps small
businesses that have $250,000 in revenue and have been in business for more than three years to
expand and grow. Emerging Leaders has been in existence for 10 years and has trained more
than 5,000 small business owners, created over 6,500 jobs, and helped businesses secure over $3
billion in government contracts,

In the spring of 2018, as part of former SBA Administrator Linda McMahon’s direction to
reimagine the SBA with a more customer-centric approach, my office reviewed program
performance metrics and corresponding entreprencurial development metrics for each of the
resource partners. We had three goals in mind.

First, we want to align what SBA reports with what we require the resource partners to submit
via the cooperative agreements, Second, we wanted to align processes, performance metrics, and
goal setting across OED and balance outcomes and outputs to create a direct line of sight
between our resource partners’ activities and SBA’s strategic direction, resulting in maximum
program efficiency and effectiveness. Finally, we wanted to highlight the differences between
our resource partners. Now, each resource partner has a performance goal that highlights the
unique work they do. This initiative is referenced in the Agency’s FY 2020 Congressional
Justification / FY 2018 Annual Performance Report.

While developing the new metrics, we placed great importance on performance goals and
improving the tracking of actual client interactions and outcomes realized. Through greater
accountability, the SBA and its resource partners can collectively improve the Agency’s ability
to help more small businesses start, grow, and expand their businesses.

To accomplish this, we formed cross-functional working teams, with representation from
program offices and the SBA field offices. We held a series of meetings during the spring and
summer. The working teams identified key initiatives, activities, and metrics that support the
SBA’s strategic priorities. The teams also included representatives from the SBA’s Office of
Performance Management. They oversee the Agency’s overall organizational performance
management and maintain constant communication about our efforts with the Office of
Management and Budget (OMB),

The working teams gathered and analyzed past performance data from the last three years to
propose conservatively-estimated recommendations for the new resource partners” performance
targets beginning in FY 2019. Performance targets for data not previously collected are being
baselined in FY 2019. Prior to the new metrics and goals being finalized, I sought feedback from
the leadership of the resource partners’ networks, including the boards and chairpersons of their
respective associations. We also consulted with OMB, integrated their feedback, and received
their approval for full implementation in FY 2019.

1t is worth noting that we will use 2019 to work in tandem with the SBA District Offices and the
resource partners to monitor how the resource partners perform under the new performance
metrics. We are relying on the SBA ficld personnel’s and resource partners’ expertise regarding
local market conditions, as critical inputs in formulating future performance targets.
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As the committee considers reauthorization language for the resource partners’ programs, 1
would like to ask you to consider removing the restrictive language on the collection of data.
Currently at the SBA, without the data from our partners, we cannot paint an accurate picture of
the resources our Agency provides. For example, if a business receives counseling from an
SBDC or WBC and with their counseling is able to obtain an SBA loan, and through that loan
starts contracting with the government, we are unable to connect the dots to show the impact the
SBA’s programs have had on helping this business. We are not asking for the collection of all
data, rather we are requesting to collect enough data to present the most accurate snapshot at any
given moment about how the SBA is actually supporting and assisting the small business
community. We would certainly work with our resource partners to make sure these
requirements are implemented in the least burdensome manner possible.

1 would also ask the committee to consider our 10% performance incentive request. Under this
authority, the SBA would remove certain eligibility limitations and revise match funding
requirements, and adopt a performance-based funding component. When 1 was first appointed, 1
quickly found out that while the overall performance goal of the SBDC program was being met,
approximately 1/3 of the SBDC networks were carrying the performance for the entire SBDC
network, while 41% of the SBDCs were meeting one (1) goal or less. I have made the
performance of our programs a priority. Under my leadership, the number of SBDCs meeting
those lower performance goals has dropped to 29%. With this 10% performance incentive, we
can motivate the underperforming SBDC networks to better assist the small businesses in their
communities and improve SBA’s ability to deliver more impactful results.

Chairman Rubio, Ranking Member Cardin and members of the committee, it is an honor to
testify here today. We are accomplishing great things at the SBA. Our Agency remains
committed to working with you to ensure the small businesses and entrepreneurs of America are
given the resources needed to start, grow, and expand their business.

Thank you for your time, and I look forward to answering any questions you may have.
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Chairman RuUBIO. Mr. Ware.

STATEMENT OF HANNIBAL “MIKE” WARE, INSPECTOR GEN-
ERAL, OFFICE OF INSPECTOR GENERAL, U.S. SMALL BUSI-
NESS ADMINISTRATION, WASHINGTON, DC

Mr. WARE. Chairman Rubio, Ranking Member Cardin, and dis-
tinguished members of the committee, thank you for the oppor-
tunity to be here today. I am both proud and grateful to represent
the dedicated men and women of the Office of Inspector General
and speak to you about their important work.

In the last six years, my office has issued 10 reports to the ad-
ministrator regarding entrepreneurial development programs of-
fered by SBA. From Fiscal Year 2014 through Fiscal Year 2018, we
reproduced five reports on the Small Business Development Cen-
ters and SCORE entrepreneurial development programs, and two
reports on the Boots to Business program, which is the Veterans
Business Development program. We are currently performing a re-
view of SBA’s oversight of Women’s Business Center’s compliance
with grant requirements.

As a result of our work in the grant programs, we issued a report
and our consolidated findings at the beginning of this Fiscal Year.
We identified systemic risks which led us to identify grants man-
agement as one of the most serious management and performance
challenges facing SBA in Fiscal Year 2019. Most recently, we pub-
lished our report on SBA’s oversight of the SCORE Association in
late April, which further reinforced the findings of our consolidated
report. Across these reports, we made 68 recommendations, 56 of
which are closed. Despite the agency’s corrective actions to address
our recommendations, SBA’s decentralized oversight of the agen-
cies’ grant programs hampers agency-wide improvements. SBA has
three separate program offices overseen as grant programs, the Of-
fice of Entrepreneurial Development, the Office of International
Trade, and the Office of Veteran Business Development.

SBA then has three program offices responsible for awarding,
monitoring, and closing out grants to support SBA’s entrepre-
neurial development grant programs, the Office of Grants Manage-
ment, the office of Small Business Development Centers, and the
Office of Women’s Business Ownership. Each of these offices has its
own separate and individual set of policies and procedures. Our
work also has found SBA’s processes to monitor how grant recipi-
ents spend Federal funds and to assess performance of its grant
programs was ineffective.

As a result, SBA’s grant programs are at a risk of funds not
being used for their intended purpose and of not achieving program
goals and objectives. We made four recommendations to address
these systemic issues, all of which remain open. Regarding our re-
port addressing SBA’s oversight of SCORE, our audit objectives
were to determine whether SBA has effective oversight to ensure
SCORE spend Federal funds in accordance with cooperative agree-
ment requirements and measure, achieve program goals. We found
that program officials did not effectively oversee SCORE’s use of
Federal funds and did not accurately measure or report SCORE’s
performance goal achievements.
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Despite the long-standing partnership between SBA’s SCORE,
program officials did not keep track of the total cost of the program
and did not perform a complete financial examination of SCORE.
Compounding these issues, SCORE relied on more than 300 ac-
counting systems to track Federal funds, which affected its ability
to perform effective oversight. SCORE commingled Federal funds
with unrestricted donations and used Federal funds for unallow-
able, unallocable, and unsupported costs. We questioned over
$700,000 of costs that did not adhere to the cooperative agreement
requirements or were not properly supported. We made 11 rec-
ommendations as a result of our SCORE audit, three of which we
closed prior to issuing the report because of agency corrective ac-
tions.

In addition, our report, as was the case in several of our most
recent reports on entrepreneurial development programs as well as
GAO report 0849, have identified problems with SBA’s performance
system of record, the entrepreneurial development management in-
formation system or EDMIS. The system is inefficient and prone to
error. Technology lapses with it continue to impact program man-
agement. SBA officials acknowledged there are systemic issues
with its grant management processes and have documented plans
to address them.

That said, we will continue to perform reviews and make rec-
ommendations for corrective action to promote efficiencies and ef-
fectiveness within SBA’s grant programs. Thank you all for the op-
portunity to speak to you today.

I look forward to your questions.

[The prepared statement of Mr. Ware follows:]
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Hannibal “Mike” Ware Inspector General U.S. Small Business Administration

INTRODUCTION

Chairman Rubio, Ranking Member Cardin, and distinguished members of the Committee, thank
you for inviting me to testify before you today and for your continued support of the Office of
Inspector General (OIG). In the last 6 years, my office has issued 9 reports to the Small Business
Administration (SBA) Administrator regarding entrepreneurial development programs and
veteran’s business development (VBD) programs.

SBA has set a strategic goal to build healthy entrepreneurial ecosystems and create business-
friendly environments. To achieve this goal, SBA provides management and technical assistance
training programs that assist small businesses with starting, growing, and competing in global
markets. SBA relies mostly on its resource partners, including public or private institutions of
higher education and state and local governments, to deliver its entrepreneurial development
programs through grants and cooperative agreements.

Within SBA, the Office of Entrepreneurial Development (OED) oversees the majority of
programs and services that support small businesses’ training and counseling needs. OED’s
programs provide aspiring and current small business owners with a variety of free business
mentoring and low-cost training services. OED’s primary resource partners include the
following:

+ Small Business Development Centers (SBDCs)—An extensive business education
network comprised of 63 lead centers managing more than 900 subcenters, hosted by
universities and state economic development agencies. The FY 2019 Consolidated
Appropriations Act allocated $131 million for SBA grants to SBDCs.

 Women’s Business Centers (WBCs)—A national network of more than 100 educational
centers, which are designed to assist women in starting and growing small businesses. In
FY 2019, Congress recommended that SBA use $18.5 million to award grants to WBCs.

o The SCORE Association (SCORE)—The nation’s largest network of volunteer expert
business mentors has more than 10,000 volunteers in 300 chapters. In FY 2019, Congress
recommended that SBA use $11.7 million to award grants to SCORE.

The Office of Veterans Business Development (OVBD) oversees programs and services for
veterans, service-disabled veterans, reserve component members, and their dependent survivors
interested in starting or growing a small business. The office primarily partners with Veterans
Business Outreach Centers to conduct entrepreneurial development workshops and counseling
services.

SBA has three separate program offices responsible for awarding, monitoring, and closing out
grants to support SBA’s entrepreneurial development grant programs—the Office of Grants
Management (OGM), Office of Small Business Development Centers, and the Office of
Women'’s Business Ownership. OGM, in collaboration with respective program offices,
administers most of SBA’s grant programs, except for the SBDC and WBC programs, which
have their own grants officers to award, monitor, and close the grants.
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OIG’S ROLE

OIG was established within SBA by statute to promote economy, efficiency, and effectiveness
and to deter and detect fraud, waste, abuse, and mismanagement in the Agency’s programs and
operations. During fiscal year (FY) 2018, OIG achieved more than $224,472,559 million in
dollar accomplishments—an elevenfold return on investment to the taxpayers—and made 111
recommendations for improving SBA’s operations and reducing fraud and unnecessary losses in
the Agency’s programs.

OIG audits are conducted in accordance with federal audit standards established by the
Comptroller General, and other reviews are conducted in accordance with standards established
by the Council of the Inspectors General on Integrity and Efficiency. In addition, we coordinate
with the Government Accountability Office to avoid duplicating federal audits.

OIG’S WORK ON ENTREPRENEURIAL DEVELOPMENT AND VETERAN’S
BUSINESS DEVELOPMENT PROGRAMS

In the last 6 years, OIG has completed a large body of work on both OED and VBD programs,
along with other grant programs outside the purview of this hearing, such as STEP. This body of
work points to systemic issues in the Agency’s grants management function. Our reviews of
those programs resulted in the issuance of consolidated findings in report 19-02 at the beginning
of FY 2019.

Report 19-02: Consolidated Findings of OIG Reports on SBA’s Grant Programs,
FYs 2014-2018

From FY 2014 to FY 2018, we issued nine reports reviewing SBA’s management of its SBDC,
SCORE, STEP, and B2B programs and grant recipient compliance with grant requirements (see
table 1 for a complete listing of the reports). In those reports, we identified significant issues
regarding the management of millions of dollars of federal funds allocated for small business
expansion and growth, disaster assistance funding, and recovery efforts. In total, we made 57
recommendations to enhance the overall management and effectiveness of programs we
reviewed, 53 of which are closed. Despite the program offices’ corrective actions to address
OIG’s recommendations, SBA’s decentralized oversight of the Agency’s grant programs
hampered agencywide improvements. Our consolidated findings of OIG reports on SBA’s grant
programs identified systemic areas of improvements for grants management.
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Table 1: Grant and Program Reports Issued FYs 2014-2018

[o]i<] Program
Report # Title Date Office
14-19 improvements Needed in the SBA’s Oversight of the Financial 9/29/2014 QED

Management of the District of Columbia Small Business
Development Center

15-15 SBA Needs to Improve its Management of Disaster Technical 7/31/2015 OED
Assistance Grants
16-06 Small Business Development Center Hosted by Middie Tennessee 12/18/201 OED
State University 5
16-12  The SBA’s Boots to Business Grant Award 3/28/2016 OVBD and
OGM
17-09 Audit of New York Small Business Development Center's Phase 2 3/31/2017 OED
Disaster Technical Assistance Grant
17-10  The SCORE Association’s Disaster Technical Assistance Grant 3/31/2017 OED and
OGM
17-11  Review of $BA’s State Trade and Export Promotion Grant Program 5/4/2017  OIT and OGM
18-11 Audit of SBA’s State Trade Expansion Program 1/29/2018  OIT and OGM
18-20  The SBA’s Boots to Business Program 7/19/2018 OVBD and
OGM

Source: OIG generated based on review of released reports.
What OIG Found

We identified systemic issues with SBA’s financial and performance oversight across its
multiple grant programs. Specifically, SBA’s process to monitor how grant recipients spent
federal funds and to assess performance of its grant programs was ineffective. As a result, SBA’s
grant programs are at risk of funds not being used for their intended purpose and of not achieving
program goals and objectives.

For the SBDC, SCORE, and B2B programs we reviewed, we identified the following systemic
financial and performance oversight issues:
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Table 2: Systemic Issues in OIG Reports on SBA’s SBDC, SCORE, and B2B Programs Issued FYs 20142018

Entrepreneuriat

Number of OIG Report Development
Systemic Issues Identified Reports Numbers Programs

Financial Oversight

Not enforcing financial reporting requirements 3 14-19, 17-10, $BDC, SCORE, B2B

18-20

Cost category reimbursements exceeded 3 14-18, 15-15, 17-10 SBDC, SCORE

budget

Weak financial review procedures 5 14-19, 15-15, 16-06, SBDC, SCORE

' 17-09, 17-10

Incomplete supporting financial documentation 3 15-15, 16-06, 17-10 SBDC, SCORE
Performance Oversight

Inaccurate and incompiete performance data 3 16-06, 17-10, 18-20  SBDC, SCORE, B28

Incomplete supporting performance 2 17-09, 17-10 SBDC, SCORE

documentation

Not enforcing performance reporting 3 17-08,17-10, 18-20  SBDC, SCORE, B2B

requirements

Weak performance review procedures 2 15-15, 18-20 $BDC, B2B

Performance measures lacked outcome results 2 17-10, 18-20 SCORE, 828

Source: OIG generated based on review of released reports.

OIG Recommendations

We made four recommendations to enhance SBA’s management and oversight of its grant
programs. First, we recommended that SBA assess its decentralized grants management structure
to ensure that it performs comprehensive oversight. Additionally, we recommended that SBA
establish effective controls to enforce financial and performance reporting requirements. Further,
we recommended SBA develop outcome-based measurements to assess the impact of its
programs. Lastly, we recommended that SBA train its grants officers and program personnel on
its established grants management oversight procedures. SBA management concurred with all
four of our recommendations and its planned actions resolved the four recommendations.
Although SBA’s OGM is responsible for taking corrective actions to address these
recommendations, OED will be impacted by the Agency’s actions since it manages several of the
grant programs.

Summary of Actions Taken by SBA to Close the Recommendations

SBA’s OGM has conducted an assessment of the grant management organizational structure to
ensure consistent compliance and comprehensive oversight of all SBA grant programs. Officials
are finalizing the results and plans to issue a report this summer. Additionally, OGM plans to
issue a new standard operating procedure (SOP) for grants management and implement a new
grants management system to address this recommendation. The SOP is currently in its second
round of clearance. OGM plans to issue it this summer. Further, OGM is still in the process of
requesting approval from its internal stakeholders to move forward on its business request to
implement a new grants management system. OGM told us they plan to implement the new
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grants management system the end of FY 2020. OGM included the training and development
plans in its revised SOP, which it plans to issue this summer. It anticipates that training will
begin in FY 2020, but it may take until FY 2021 for there to be a budget allocation for training
activities.

GRANTS MANAGEMENT CHALLENGES

Our identification of systemic risks in the Agency’s grants programs led us to identify grants
management as one of the most serious management and performance challenges facing the
Agency in FY 2019. In FY 2018, SBA administrated more than $247 million in grants and
cooperative agreements to its resource partners and other nonfederal entities to provide technical
assistance and training programs to develop small businesses. With recent governmentwide
emphasis on grant management reform, it is SBA’s responsibility to develop processes and
policies to ensure that its grants programs effectively and efficiently accomplish program
objectives. However, our reviews of SBA’s grant programs, including entrepreneurial
development and VBD programs, continue to identify systemic issues with SBA’s accuracy of
grant data for both financial and performance reporting, ineffective oversight, and inadequate
standard operating procedures.

OGM officials acknowledge that there are systemic issues within its grants management
processes and plan to address these issues by implementing a new grants management system,
implementing policies to establish an overarching oversight function for all SBA’s grants,
establishing training requirements for grants officers, and focusing resources on closing out
grants to comply with Grants Oversight and New Efficiency Act requirements. Further, an OGM
official conducted an assessment of the grant management organizational structure to ensure
consistent compliance and comprehensive oversight of all SBA grant programs and is finalizing
the results, which it plans to issue this summer. It is my understanding SBA is currently updating
its standard operating procedure pertaining to federal assistance, which seeks to incorporate
recommendations made by my office.

Report 19-12, SBA’s Oversight of SCORE Association

On April 25, 2019 we published 19-12, SBA’s Oversight of the SCORE Association, our most
recent report on an entrepreneurial development program. This audit found that program officials
did not effectively oversee SCORE’s use of federal funds.

SCORE is an entrepreneurial development program administered by the Office of
Entrepreneurship Education within OED. SCORE is the single cooperative agreement recipient
for the program. Established in 1964 as a national, volunteer nonprofit organization, SCORE has
been an SBA resource partner for 54 years. SCORE provides business and technical assistance to
existing and emerging small business owners nationwide.

Our audit objectives were to determine whether SBA has effective oversight to ensure SCORE
spent federal funds in accordance with cooperative agreement requirements and measured and
achieved program goals. To answer our objectives, we reviewed SCORE’s FY 2017 federal
award of $10.5 million and the first quarter of SCORE’s $11.5 million FY 2018 award. We
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judgmentally selected three SCORE chapters and the National SCORE Office for review. We
conducted site visits and obtained documentation from the National SCORE Office in Herndon,
VA; the Washington, DC, Chapter; the New York City Chapter; and the Greater Seattle Chapter,
Additionally, we interviewed personnel and obtained documentation from the Office of
Entrepreneurship Education.

What OIG Found

Program officials need to make major improvements to ensure effective oversight of the SCORE
program. We found that program officials did not effectively oversee SCORE’s use of federal
funds. Specifically, we found that SCORE commingled federal funds with unrestricted donations
and used federal funds for unallowable, unallocable, and unsupported costs. We also found that
SCORE inappropriately solicited donations for mentoring services, charged for publication
materials that did not include the required SBA acknowledgement statement, and improperly
managed funds used for cosponsored activities.

As a result, we questioned $713,986 of costs that did not adhere to the cooperative agreement
requirements or were not properly supported. Also, program officials did not accurately measure
or report SCORE’s performance goal achievements. Further, program officials established only
one outcome-based performance measure, which limited SBA’s ability to assess whether the
program achieved its intended purpose.

OIG Recommendations

We made 11 recommendations to improve SBA’s oversight of SCORE’s use of government
funds and its reporting of performance results. Notably, we recommended that SBA implement
financial oversight procedures of the SCORE program to ensure the program office enforces the
cooperative agreement requirements, require that SCORE chapter leadership are trained on
properly generating and using program income, and recover or remedy the unallowable and
unsupported costs. SBA should also correct the inaccurate FY 2017 performance results for the
SCORE program and implement procedures to prevent future reporting inaccuracies.
Additionally, SBA should establish additional outcome-based program goals and measurements
to assess whether the program achieved all its objectives.

Summary of Actions Taken by SBA to Close the Recommendations

Based on the documentation SBA provided to OIG demonstrating that it had implemented the
recommendations, we closed 3 of the 11 recommendations prior to issuing the report.
Specifically, OED implemented new compliance review procedures for SBA SCORE liaisons’
annual reviews of SCORE chapters, prohibited SCORE from serving as a fiscal agent for SBA
cosponsored activities, and worked with the Office of Management and Budget and SCORE to
establish an additional outcome-based performance measure.



20

IMPACT OF INFORMATION TECHNOLOGY CHALLENGES

In report 19-12, we found that SBA did not ensure it accurately measured the effectiveness of the
SCORE program. In particular, we encountered problems with SBA’s performance system of
record, Entrepreneurial Development Management Information System (EDMIS). Program
officials reported inaccurate results for SCORE’s number of clients trained and number of clients
mentored performance measures to Congress in SBA’s FY 2019 Congressional Budget
Justification and FY 2017 Annual Performance Report. Program officials reported inaccurate
performance results for number of clients trained because SCORE uploaded erroneous data to
EDMIS due to an incorrect database query. Additionally, program officials reported inaccurate
performance results for the number of clients mentored because SCORE experienced data loss
for every quarter it uploaded into EDMIS.

Program officials stated that since EDMIS was the system of record for program performance,
they did not consider other sources to verify the completeness and accuracy of the performance
data. Program officials told us it was SCORE’s responsibility to ensure it uploaded accurate
performance data in EDMIS. Prior OIG and the Government Accountability Office reports have
identified systemic issues with the performance data reported in SBA’s EDMIS system.! These
technology lapses continue to impact program management.

In addition, in regard to financial accounting systems, program officials did not perform
sufficient reviews to ensure that SCORE adhered to the federal requirements for quarterly
financial reporting. Also, they did not ensure that SCORE established effective internal controls
over its use of federal funds. Further, despite the longstanding partnership between SBA and
SCORE, program officials did not keep track of the total cost of the program and did not perform
a complete financial examination of SCORE. Compounding these issues, SCORE relied on more
than 300 accounting systems to track federal funds, which affected its ability to perform effective
oversight. As a result, of the $2,127,876 of expense and revenue transactions tested, SCORE
used $713,986 of federal funds, or nearly 34 percent, for questioned or unsupported expenses
and revenue.

CONCLUSION

Building healthy entreprencurial ecosystems and creating business-friendly environments is an
important goal within SBA’s strategic plan. SBA’s grant programs, which aim to provide
management and technical assistance training to small businesses for the purpose of starting,
growing, and competing in global markets, are key to achieving this goal. OIG’s body of work
points to systemic issues in the Agency’s grants management function. SBA officials
acknowledge these systemic issues and have documented plans to address them. Information
technology will be a critical component to implementing necessary internal controls and
monitoring performance to assess the effectiveness of the grant programs.

1SBA 0IG Report 17-10, The SCORE Association’s Disaster Technical Assistance Grant {March 31, 2017}; SBA OIG Report 17-09,
Audit of New York Small Business Development Center's Phase 2 Disaster Technical Assistance Grant {March 31, 2017); SBA OIG
Report 14-19, improvements Needed in the SBA’s Oversight of the Financial Management of the District of Columbia Small
Business Development Center {September 29, 2014); and GAQ-08-49, Opportunities Exist to Improve Oversight of Women's
Business Centers and Coordination Among SBA Programs {November 16, 2007).
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We will continue to provide independent, objective oversight to improve the integrity,
accountability, and performance of SBA and its programs for the benefit of the American people.
Our focus is to keep SBA leadership, our congressional stakeholders, and the public currently
and fully informed about the problems and deficiencies in the programs as identified through our
work. We value our relationship with the Committee and the Congress at large, and we look
forward to working together to address identified risks and the most pressing management
challenges facing SBA.
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Chairman RUBIO. Thank you. Mr. Ware let me begin with you.
If I were to break down your report really two central findings, the
first is the misuse of Federal grant dollars by SCORE for addi-
tional excessive staff bonuses and allowable contracts prohibited
costs including alcohol. In fact, you found that the SCORE Associa-
tion redistributed more than $101,000 worth of grant funds to be
used for bonuses, 66 percent of which went to just for senior-level
SCORE Association executives. That is correct, right?

Mr. WARE. Yes.

Chairman RuUBIO. $62,000 for the Vice President for field oper-
ations, $41,000 to the Vice President of Finance, $33,000 to the
Vice President of Information Technology, and $33,000—there are
bonuses—to the Vice President of Marketing. All with taxpayer
funds. That is correct?

Mr. WARE. This is correct.

Chairman RUBIO. And you also found that the SBA failed to de-
tect all of these items?

Mr. WARE. Yes.

Chairman RUBIO. I believe the report notes that the SBA did not
adequately monitor SCORE’s financial reporting requirements, al-
lowing for these bonuses to go undetected. You just cited in your
opening statement but how many recommendations did you make
in particular about the monitoring of financial reporting require-
ments? How many have been adopted? How many are pending? On
the specific matter of the misuse of grant dollars for additional or
excessive staff bonuses and the inability of SBA to spot it, how
many recommendations for corrective action did you identify or rec-
ommend in your report on this specific matter, and how many have
been adopted so far?

Mr. WARE. On the specific ones relative to the financial, we had
eight recommendations and I think of the ones that we have closed
already is, let me see, one right here, one from this one and two
from the performance side.

Chairman RUBIO. So, of the eight so far, one was adopted during
the process so there are seven outstanding?

Mr. WARE. Yes.

Chairman RUBIO. Okay. And then, the second finding outlines
the failure to effectively collect program metrics and establish min-
imum outcome-based performance measures. If you could just re-
peat how many recommendations on that program in particular.

Mr. WARE. Three for that and one already closed.

Chairman RUBIO. Okay. If I am correct, in 2017 an audit of the
disaster technical assistance received by SCORE following Hurri-
cane Sandy noted that SCORE failed to consistently comply with
grant requirements. They used grant funds for unallowable costs,
including non-competitive contract awards, unsupported adver-
tising, meal charges. Your office ultimately recommended that SBA
recover over 46 percent of SCORE’s total disaster technical assist-
ance grant. What actions need to be taken to ensure that the con-
tinued misuse of grant dollars in instances like this do not persist
into the future, whether a recommendation is made as part of that
finding, how many of those have been adopted?

Mr. WARE. The recommendations were indeed made according—
oh, you are asking specifically how many were made for that?
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Chairman RuUBIO. For the Hurricane Sandy relief 2017. Do you
know if there was a list of recommendations provided to them?

Mr. WARE. Yes. I do not have the specifics on the 2017 report,
but I will be glad to get back to you on that.

Chairman RUBIO. And finally, I am just on the audit. It is my
understanding that your office is currently working on three crimi-
nal investigations.

Mr. WARE. Yes.

Chairman RUBIO. In general terms, can you walk us through
each investigation and if you have any initial findings on the three?

Mr. WARE. Definitely. Well, two of them have to do with embez-
zlement of funds and basically, the embezzlement of funds can hap-
pen because of the lax internal controls that are in place in SCORE
chapter areas. So, in those two cases, you either had an individual
who opened a checking account and used SCORE funds and an-
other one who opened a credit card. We have made two arrests, got
one conviction, and one already with the return of funds for that.

On the third, the third one is the one that alarms in terms of
the whistleblower protection and that one is currently in the hands
of, well, SBA currently. I was going to say the acting administrator
at this point. What happened in this case is that the second one,
the one that we already got a conviction on, it was at the Seattle,
Washington, office and the treasurer of that, the volunteer treas-
urer, notified our office that there was fraud in the program. We
investigated the matter, found that that was the case. Like I said,
it had a conviction. That office terminated the volunteer and termi-
nfa}:ced the volunteer partly because of the volunteer’s work with our
office.

Our current investigations verify that, confirmed that that was
indeed the case, it was partially a reason and that the board said
that it was fine. They had an outside attorney come in to do that,
but our findings showed that the outside attorney never spoke to
the treasurer and never considered the fact that that aspect of it
in terms of dealing with our office.

We have forwarded those findings to the Office of the Adminis-
trator as is required under the Whistleblower Protection Act, main-
ly because it is a volunteer. If the person was an employee, it
would have gone to the Office of the Special Counsel.

Chairman RUBIO. So just to cut to the chase, on these three
cases, these are all at the chapter level, right?

Mr. WARE. Yes, sir.

Chairman RUBIO. And so, is it your opinion based on looking into
this that neither the SBA nor the SCORE Association have the
proper financial oversight, centralized oversight over program’s
chapter locations?

Mr. WARE. This is the findings of our report and across the
board. They have 300 different accounting systems at the chapter
level. Some of those systems are kept on private and the volunteers
on personal computers. I would say the controls are lacking.

Chairman RUBIO. Thank you.

Senator CARDIN. Well, you know, your report is very concerning
to us and, you know, we try to get Mr. Gutierrez to respond on hav-
ing proper oversight. It seems to me the structure itself causes you
concern, the fact that there are different offices within SBA that
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are responsible for grant making depending on the program and
oversight, there is different offices. That there is not a consistent
standard in operation within the SBA to monitor whether the per-
formance is being done as expected, evaluation as well as legally
required, and then in some cases whether they are committing
criminal activities, the system doesn’t lend itself to a common over-
sight system. Is that what we are saying?

Mr. WARE. That is exactly what I am saying. Do you want me
to continue? That is exactly what we are saying, and we have been
working with Mr. Gutierrez as he came in. Once we did this com-
prehensive look at the programs across, based on all the work that
was done. Because we were wondering, you know, you do the one
and they make the changes in this one, but each one of them is
treated kind of in a silo fashion.

When we elevated everything to take a look across the board, we
were able to make for central recommendations that could address
this and one of those was for the agency to take a real hard look
into whether centralization of these programs with a single office
or individual responsible for ensuring integrity in the programs is
a viable practice for the agency.

Senator CARDIN. Let me ask you one more question. Can this be
done by the agency under existing legislative authority or do they
need changes in the SBA law in order to implement these types of
changes?

Mr. WARE. That is a very good question. I am not a hundred per-
cent sure they need changes in existing law, but I have a strong
inclination that they do not. This is a structural decision within
SBA as to whether or not they could do it with the resources that
they have or whether or not that would benefit them in other
areas.

Senator CARDIN. Of course, Congress sometimes wants to act to
direct even though they may not have the authority but to give
clear direction in which way we want to move. Mr. Gutierrez, do
you want to respond to that question also? Do you have the author-
ity to make these changes? Are you looking at the recommenda-
tions of the IG from the point of view of a more consolidated ap-
proach to holding the program, resource partners, etc. accountable
for performance as well as complying with the law?

Mr. GUTIERREZ. In regards to—thank you, sir. In regards to as
it relates to grants management, I know that internally from the
findings that we are working together with the Office of Grants
Management and other entities within the agency to really
strengthen and tighten controls and make sure that what was the
findings to really get to the point of making it effective and effi-
cient. Sorry Senator. To make it efficient and efficient from that
standpoint and within the guidelines of the rules and laws.

Senator CARDIN. I would tell you this. Mr. Ware’s findings are
very, very serious and we would expect a more direct answer to
this committee as we are working on the reauthorization. We can-
not tolerate the type of lack of compliance with our rules that has
happened in the SCORE program, so we will need a more direct
answer as we are doing our work.

Mr. GUTIERREZ. Yes, sir. And let me add that to that and related
to specifically SCORE, today is my official two year anniversary
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coming into at leadership in OED. Since this anniversary today, as
mentioned in terms of Hurricane Sandy, when I first got there out
of the 18 that we are finding, 16 were completed last year. There
are two more findings that will be done in the next month related
to Hurricane Sandy.

As it relates to, currently right now as it relates to the IT find-
ings, I would say that already proactively under my leadership
when I first began, that is reflective, three already being closed and
resolved. The other eight that are resolved, not unresolved. We
have given very effective timelines to the idea of when we will be
finishing this year. I would say that we also—I am sorry, is that
we included and started the SOPs, regulations, tightening in the
notice of award, and terms and conditions, things that have never
been done before within the Office of Entrepreneurial to really
have full control over this.

Senator CARDIN. Thank you for the answer in regards to the
SCORE audit but as we pointed out, the SCORE audit it just re-
flects, from the Inspector General’s point, a weakness within the
entire SBA entrepreneur program system, well beyond SCORE.

So, we really want to have a system in place that has clear direc-
tion and accountability. So that is not just complying with the let-
ter of the law, which they have to do, but also that we have a uni-
form way to evaluate whether they are accomplishing the objectives
in which Congress set up these programs, and it seems to me that
in both cases compliance with our rules, regulations, laws are not—
you do not have the right structure for oversight but it is also dif-
ficult for us to see the value we are receiving.

My basic understanding is we got great value for the entre-
preneur programs collectively but obviously we cannot evaluate
that unless we can understand how individual programs are being
held accountable within the SBA structure.

Mr. GUTIERREZ. Yes, sir and we have, you know, in my written
and also my oral certainly I have really—we are strengthening that
within the cooperative agreements. New performance matrix really
holds all three of the resource partners accountable to make sure
that we continue in a very unison and partnership approach to
reach out to as many entrepreneurs and small businesses across
America. And that is something that as mentioned in my written
testimony, that unfortunately when I first got there I was pre-
sented with, for example, in SBDCs a 41 percent or close to 27 of
the 63 that had not been meeting the goals at all or maybe one
goal in all. That is very disheartening for me knowing that we
want to continue to provide those tools and services for the future
of entrepreneurs that are the backbone of the small businesses
across the country.

So, I am happy to say that within these two years span we have
gone from a 41 percent down to 29 percent. That is, you know, we
wanted to be—I want all of them, we want all the resource part-
ners to reach their full capacity as much as possible in every State.

Chairman RUBIO. Thank you.

Senator Romney.

Senator ROMNEY. Thank you. I appreciate the work that both of
you do and how important that is to provide for economic oppor-
tunity for our citizens. Appreciate the work of the Inspector Gen-
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eral in reviewing the deficiencies in the oversight of some of these
programs and Mr. Gutierrez appreciate also the work that the SBA
is taking to implement changes that might prevent these kinds of
things from occurring in the future.

One question in my mind, it relates to the effectiveness of these
programs and, you know, as I read the information about that the
success of these programs and how dramatically people’s revenues
have grown following training in each one of these programs and
how many people are involved in them, I hope that these accu-
rately reflect the kind of a return in investment that we would
hope to see, but I ask myself whether in this day and age, whether
some of these programs ought to be, ought to transition to more on-
line programs, and likewise whether any of these programs should
go from being overseen and managed by the Federal Government
to instead being overseen and managed by States?

I know that is a question kind of out of the blue for both of you,
but it has been my experiences when I served as a Governor that
often times States being closer to the economy and the needs of the
people in their respective jurisdictions have a better sense of what
is the best way to help people get good jobs and to find entrepre-
neurial activities. Governors at each State have Offices of Economic
Development. They are working very hard to attract businesses to
their States but also to put people in positions to create new jobs
and it seems somewhat duplicative to have the Federal Govern-
ment pursuing the same programs that are being pursued by the
State Government and so I turn to primarily Mr. Gutierrez in this
regard, but are all of these programs, ones that really require Fed-
eral oversight and Federal management and Federal grants, or
should some of these to be returned, at some stage, to the State
and potentially even online coursing?

Mr. GUTIERREZ. Great, thank you, sir, for the question. Certainly,
I would say that, you know, our SBA bandwidth has released our
68th district offices and over 700 personnel across the country. Cer-
tainly, work very closely with organizations, economic develop-
ments, with the State leaders to really make it a win-win in terms
of a partnership.

In regards to I would say in terms of the technology and 21st
century approach, you know, I know that Administrator McMahon
was here a couple months ago and she—I mentioned about the
Women Digitalization Program that will be within my office, and
we are excited about that because it is really a new way of thinking
outside the box of having a 24/7 opportunity online to help entre-
preneurs, women entrepreneurs in this first phase, to really have
access otherwise that they did not in terms of challenges of re-
gional base or brick-and-mortar access, but certainly those are
things that we are looking at that how we can better reach out to
the entrepreneurs across the country.

o Senator ROMNEY [presiding]. On behalf of the chairman, Senator
oons.

Senator COONS. Thank you, Mr. Chairman. You know, I have a
particularly warm spot in my heart for SCORE since it was ini-
tially founded in Wilmington, Delaware, back in 1953. I have seen
the great work it is capable of doing. One of my real concerns here
is that, if I understand your conclusions right, Mr. Inspector Gen-
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eral, there is a lack of consistent coherent oversight in terms of
grants administration in no small part because there are 300 dif-
ferent chapters. How many full-time employees does SCORE have
Mr. Gutierrez? Is it 307

Mr. GUTIERREZ. Are you saying the SCORE Association or my of-
fice, I am sorry.

Senator COONS. How many folks work at SBA overseeing
SCORE?

Mr. GUTIERREZ. We have the Office of Entrepreneur Education
that oversees that and that is roughly around six individuals, two
primarily oversee it on a daily basis.

Senator COONS. And how many volunteers are there as part of
the 300 chapters of SCORE around the country?

Mr. GUTIERREZ. I don’t—I wouldn’t——

Senator COONS. May I suggest 11,000. Okay. My recollection is
that one of the things that has made SCORE really stand out is
it has a huge number of volunteers providing free mentoring and
counseling to small businesses and startups. A vast network of vol-
unteers around the country relative to a very small total oversight
staff. I know we may get to hear more about that in the next
round, but I just wanted to put this in some context because at
least in my State I have seen and heard a number of instances
where SCORE did really positive work for virtually no cost, but
now we are hearing from you some concerning allegations. There
have been I think you said three prosecutions and several hundred
thousand dollars to $600,000 of misappropriated, inappropriately
spent Federal funds.

It is our job in reauthorizing SCORE specifically and the SBA
more broadly to understand what is being done right, what is being
done wrong, and what are the statutory changes. I think Senator
Cardin asked this question previously. Are there ways in which
current statute limits the SBA’s ability to implement the IG’s rec-
ommendations?

Mr. GUTIERREZ. No, sir. I would say that under my watch it is
just a matter of really having it from top going down of making it
a priority to making sure that we continuously, like I mentioned,
for example, earlier this year, even before the IG report came out,
we recognized in terms of what we called a fiscal agent co-sponsor-
ship that the SCORE network had been doing with the field as well
as with us in headquarters after next week, small business week,
we are eliminating that. And that is a proactive approach and look-
ing at

Senator COONS. How long do you think it will take you to fully
implement all of the IG’s recommendations about SCORE?

Mr. GUTIERREZ. In the eight that are remaining, I think that the
two that are going to take a little bit longer, that we will work with
at SCORE and sitting down with Kenneth and his leadership team,
is the remedy and recovery, two of those recommendations that will
take—I would like to work with Kenneth and give him the oppor-
tunity and staff to provide us any additional information or things
that would be helpful for us to present to the IG for consideration.

Senator COONS. How long do you think it will take you to com-
plete the IG’s recommendations. You said you will need a little
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more time. Give me a year, five years, two weeks? How long do you
think it will take?

Mr. GUTIERREZ. We have it in the report no later than by next
year all will be resolved and the eight that are pending.

Senator COONS. Mr. Inspector General.

Mr. WARE. 2020 is the last date was that they provided us in
terms of reconciling the figures.

Senator COONS. Do you find that credible?

Mr. WARE. I found, in my experience at SBA, that under this
under this current administration they have really put their foot on
it in terms of making sure that they meet our—or they asked for
a small extension. It was not anything really egregious.

Senator COONS. I got to say I enjoyed a very constructive rela-
tionship with the administrator, Mrs. McMahon. I have known Mr.
Yancey and SCORE broadly. I was quite struck by this report and
I am eager to hear if there are any barriers in terms of statutory
needs, resource, or support needs but I think we need to get an up-
date on the progress you are making.

S?n?ator CARDIN. Would the gentleman yield the floor momen-
tarily?

Senator COONS. Absolutely.

Senator CARDIN. The fact that we do not have an administrator,
a deputy administrator, seems to me it is going to make it more
challenging to meet deadlines and, you know, it is hard to hold an
agency accountable when you do not have the leadership there, just
to point that out.

Senator COONS. That is correct. Let me ask the last question.
The response is to the IG’s report states SBA did not conduct an
annual financial analysis of SCORE because Congress did not re-
quirg?it. Is there any reason that we should not require it going for-
ward?

Mr. GUTIERREZ. What I would say, sir, is that I am—it is my un-
derstanding from the SCORE Association and headquarters and
Kenneth Yancey that they are consolidating all the financial sys-
tems to their headquarters. What that will be and will be imple-
menting from my office is annual financial review besides their
audit report that they do with a third party. So, we will be able
to implement that this year coming later.

Senator COONS. Is there any reason we should not require that?

Mr. GUTIERREZ. No. I mean we are going to be doing it. We are
going to be—that is one of the things that we are working with Mr.
Ware in saying what is the plan of action we are going to take
under the serious things that came out on the report.

Senator COONS. Well, I am co-sponsoring a bill to reauthorize
SCORE. I think that bill is going to end up being a vehicle for some
specific and targeted work in response to the IG’s report but also
to try to sustain what I view is the very valuable work in SCORE
nationally now over decades. So, I look forward to the second panel
and I really appreciate your work Mr. Inspector General and your
appearance here before us today. Thank you, Mr. Chairman.

Senator HAWLEY. I am going to now ask my round of questions.
I just want to—what my colleagues have said, the chairman, Sen-
ator Cardin, Senator Coons, Senator Romney, about just how strik-
ing this report is. I wish we did not have to talk about what we
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are talking about here today, but Mr. Gutierrez let me just start
with you. Your written testimony, which I have read, it appears it
Was?submitted prior to the revelations of the IG report. Is that cor-
rect?

Mr. GUTIERREZ. The written testimony, I do not know the exact
date it was submitted but——

Senator HAWLEY. But you did not know about the misallocated
funds, the embezzlement, the excessive bonuses, the retaliation
against whistleblowers, and so forth. At the time that you sub-
mitted your written testimony you did not know about any of that.

Mr. GUTIERREZ. Well my staff and myself were very closely, as
a closing, came about through Mike’s office in terms of getting to—
in my requirement to respond before the official came out publicly
in terms of all the record requirements and recommendations that
they came out with and how we would resolve them and working
with the staff.

Senator HAWLEY. So, I guess my point is and I am not sure I fol-
low your answer. My point is that I assumed you did not know
about it because your written testimony gives absolutely no indica-
tion that there are any issues at all that we should be aware of and
yet the IG’s report is really quite jaw-dropping. I am just won-
dering, you have been in this role for two years. There are previous
IG reports that document a number of these problems. Just help
us understand.

I mean, what are we looking at here? What is the scope of the
problem and are we really—how can we trust the steps can be
taken now? We have had previous reports in the past. It appears
that these problems are endemic. That they are ongoing, and they
are quite severe. I mean help us and I am struggling to understand
here why at this point we should trust your office with any tax-
payer money at all.

Mr. GUTIERREZ. That was a question I asked myself the first day
I walked in there and saw all the reports that they gave me. That
was very alarming for me, very disturbing, given that it is tax-
payers dollars. And our role as the Office of Entrepreneur Develop-
ment is to provide that environment to be able to help entre-
preneurs and small businesses.

This is the perfect example I mentioned a bit earlier. When I was
approached by the Sandy recommendations that the findings from
Mr. Ware’s office, previous leadership did not want to take a strong
stance on it. Myself and under the leadership of Administrator
McMahon in reference to 140 that were cleared, 90 percent cleared
out of my office, as we take this very seriously and want to move
forward. That was my first step. My second step was, as I men-
tioned, creating, putting together a standard of operating proce-
dures, regulations, more terms and conditions in the notice of
awards to really under look and provide more oversight as it re-
lates to all this.

There is still more, and I am not trying to skirt that. And cer-
tainly, we are going to be working very closely to make sure that
the eight are still going to be resolved and be taken care of, and
make sure that we get them done in a timely manner.

Senator HAWLEY. You know, in light of these reports my staff
reached out to the folks in my home State of Missouri who work
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in this area, economic business development, to see if any of the
revelations that are detailed in Mr. Ware’s report were a surprise
them and I am sorry to say that the near-universal reaction is that
they were not surprised. That they, to put it mildly, among profes-
sionals in the field in my State, neither SCORE nor the SBDC pro-
grams are considered particularly worthwhile. I mean this is, I
have to say, it is a big problem and I just, as we consider addi-
tional funding in the future, I have a lot of questions. And this re-
port has raised a lot of questions in the track record area. It has
raised a lot of questions. I yield back to the chairman.

Chairman RUBIO [presiding]. The following question here. And I
apologize, Mr. Gutierrez if you have been asked this already after
I stepped out but let us close the loop on the SCORE program. I
guess, do you feel like you have a handle on what the systemic
flaws are that allowed individual chapters to sort of walk away
from the appropriate practices, and do we have in place, are you
building and putting in place a plan to remediate those flaws?

Mr. GUTIERREZ. Yes, sir. I would say that as I began, certainly
not only with SCORE to be honest with you but with all the re-
source partners and really looking inside out in all the cooperative
agreements, what are the things that were missing there to hold
them accountable, from performance matrix to financial oversight
to grants management.

And specifically going back to SCORE, it certainly that not only,
as I mentioned, the regulations, the SOPs, strengthening the terms
and conditions within the grants awards, more oversight with my
staff, and really, from top down, really it is important for me and
it is vital that we really have more of a tighter control on every-
thing. And that has been a culture change that I have brought
within that office in the last two years.

Now, I will say that from a district level perspective as well, we
have—throughout our 68 district offices too. We have implemented
a system internally as it relates to share point as via annual meet-
ings, visits that our representatives have with the different SCORE
chapters to making sure that we are following up on that. And
then lastly mention we have—previously it was the annual re-
views, the financial review that we are going to be implementing
at their headquarters.

Now that they are consolidating other accounting systems in
headquarters, we will also be doing that as well, visiting and mak-
ing sure that we have the financial reviews done on a yearly basis.

Chairman RUBIO. And my final question has to do with overlap
of some of the programs, or let me say, some overlap is expected
between the SBDCs, WBCs, the Veterans Business Outreach Cen-
ters but you cannot walk into, for example, a Small Business De-
velopment Center and receive the same training that you get
through a Women’s Business Center or a Veterans Business Out-
reach Center but they are only 116 WBCs, are only 22 VBOCs na-
tionally so it is impossible for every entrepreneur to have proximity
and access to those unique services that those programs provide.

So, what can we do, what suggestions do you have? Have you
given any thinking to how the SBA entrepreneur development
partners utilize the existing network of centers to ensure that all
entrepreneurs and small-business owners are able to receive these
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specialized resources even when a physical center is not accessible
to them for one of those two programs be it Women’s Business Cen-
ter or the Veterans Business Outreach Center, or even in the re-
verse a Small Business Development Center?

Mr. GUTIERREZ. Yes, I would say that a couple of things, sir. It
would be that first and foremost as we mention the women’s visual-
ization outreach that we are going to be rolling out, one of the
things that we have coming up in the next month and a half is so-
cialization. And I have mentioned this to all the trade associations
and their boards and chairman’s that we will be working hand-in-
hand providing the tool kits and information to work together as
it relates to a 24/7 approach for women entrepreneurs coming in,
if they do come into an SBDC Center, that they can have an addi-
tional avenue to direct women entrepreneurs to be using the
women digitalization platform.

As it relates to, I think collaboration is a very important thing
that is needed too. That is something that we are requiring within
our district offices to really work with all the previous resource
partners, the trifecta of SCORE, or SBDCs and WBCs, if WBCs are
located in that area, to really work closely together in the collabo-
ration with district offices to make that a resource available to—
I have seen and experience it in different parts of the country
where it becomes a win-win situation for that entrepreneur.

Chairman RuBIO. Well, I thank you both for being here. I am
going to call the second panel before someone shows up and asks
another question. But I thank you both for your time. This is a
topic we are going to have to explore as we work through this reau-
thorization. I know members will have additional questions about
it, so thank you. And while we transition up at the desk, I am
going to go ahead and introduce the second panel.

Mike Myhre is the CEO of the Florida Small Business Develop-
ment Center Network under the University of West Florida’s Office
of Economic Development and Engagement in Pensacola. Prior to
this position, Mr. Myhre was the Minnesota State Director of The
Office of Entrepreneurship and Small Business Development, and
he led the Minnesota Small Business Development Network.
Kiesha Haughton is the Managing Director of the Maryland Wom-
en’s Business Center. She has more than 12 years of experience in
entrepreneurship and small-business economic development with
Government agencies and nonprofits.

Kenneth Yancey is the CEO of the SCORE Association, a posi-
tion he has held for the past 26 years. Before joining SCORE, Mr.
Yancey served as the Executive Director for the National Business
Association. And Darcella Craven is the President of the Veterans
Business Resource Center located in St. Louis, Missouri. In this ca-
pacity, Ms. Craven is dedicated to assisting honorably discharged
veterans and their families with starting and expanding busi-
nesses. In 2015 the Small Business Administration presented her
with a Veterans Business Outreach Center of the Year Award as
part of the National Small Business Week.

I thank you all for being here. I am just going to start from left
to right and recognize you first Mr. Myhre. Thank you for being
here.
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STATEMENT OF MICHAEL MYHRE, CEO, FLORIDA SBDC
NETWORK, PENSACOLA, FL

Mr. MYHRE. Thank you, Chairman Rubio, Ranking Member
Cardin, and members of the committee, and thank you for your
leadership and serving on this important committee that recognizes
how vital supporting small business success is to the American
economy. And thank you also for inviting me to testify today.

America’s SBDCs have a unified purpose and that is to utilize
our intellectual capital and resources to help small businesses real-
ize unimaginable possibilities for prosperity, both for their business
and for our economy. We achieve this purpose by providing our Na-
tion’s job creators and economic contributors with access to world-
class professional expertise, help them create new possibilities, and
be more competitive and profitable, while being responsible and ac-
countable stewards that are laser focused on generating economic
outcomes that contribute to the prosperity of the American econ-
omy. Our success in this effort has been validated repeatedly over
the past 40 years and we appreciate your past and continued sup-
port.

In my written testimony, I outline a number of key characteris-
tics shared by America’s SBDCs, some that have been identified as
best practices in GAO review of 52 entrepreneurial assistance pro-
grams across Commerce, HUD, SBA, and USDA, including our
shared commitment to a culture of innovation, continuous improve-
ment, and performance excellence through our SBDC’s accredita-
tion process, a quality and continuous improvement process based
on the principles of the NIST-Baldrige performance of excellence
program. Also, out of shared commitment to significantly leverage
SBDC Federal program funding, all SBDCs are required to raise an
investment to provide more than half of the total program budget.

In Florida, we have 40 investing partners that help bring nearly
two to every—$2 of non-Federal investment to every dollar of Fed-
eral investment. We also have a shared commitment to a culture
of collaboration and cooperation that balances the performance ex-
pectations of all of our investing partners, including those of Con-
gress, our Federal, our State, and our local Governments, spon-
soring institution of higher education among many others. Finally,
we also have a shared commitment to serve the diverse and com-
plex needs of our existing and aspiring small businesses and to as-
sure that those services are available to all individuals, including
underserved communities, women, and proudly our veterans.

One of the areas though that I take great pride in is the vital
role in which we contribute to disaster response and recovery,
which often goes unrecognized and unmeasured by our Federal
agency partner. As a critical member of the State Emergency Re-
sponse Team, the Florida SBDC network is the State’s leader for
business response and recovery. As such, we are committed to
being the first responders and on the front lines to ensure our
State’s principal job creators and economic contributors have the
professional guidance that they need to successfully navigate the
often overly complex recovery process, including leading the coordi-
nation of Federal and State recovery resources for small business,
and helping administer the State of Florida small business Emer-
gency Bridge Loan program, a short-term, quick capital program
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for those businesses impacted by disaster. Regrettably, we do not
receive any additional funding for our disaster response and recov-
ery efforts.

And Mr. Chairman and members, I would be remiss if I did not
mention our fellow Floridians, American citizens, and small busi-
nesses in the Florida Panhandle who are still in dire need seven
months following Hurricane Michael. I plead that we come to-
gether, that Congress comes together, to pass a disasters supple-
ment bill that is much needed by the community in order to make
a recovery before it is too late.

Now, it has been 10 years since the authorizing language of the
SBDC program has been reauthorized, longer for some other ED

rograms. SBDC’s entrepreneurial development budget includes
5247 million in Florida, excuse me, in Federal taxpayer investment
and deserves a thorough review to ensure that each program’s con-
tinued relevance is in alignment with the assessed needs of Amer-
ica small business. Regular reauthorization will help ensure that
each program is accomplishing Congress’ intent in contributing to
taxpayer return on investment. As the committee undertakes reau-
thorization, I recommend that the committee do five things.

First, clearly define each entrepreneurial development program’s
purpose and small business market focus to avoid duplication of ef-
forts and market confusion. Once that is defined, I recommended
that appropriate performance metrics are defined that align with
each program’s intended purpose, market focus, and contribute to
meaningful economic outcomes. Where it is determined that pro-
gram purpose and market focus overlap, consider economies of
scales and enhance program service delivery through consolidation
or integration of programs. When establishing each program’s per-
formance, consider an equitable method for determining, negoti-
ating, and allocating these performance goals that account for indi-
vidual market and economic conditions. Performance goals should
not be punitive but rather motivate and drive behavior. Strengthen
also the SBA and SBDC economy and foster shared partnership
and shared investment by clarifying the specific authorities and re-
sponsibilities of each partner, including clarifying the required
terms the agency must adhere to for negotiating and collaborating
with the association of America’s SBDCs.

In any area of disaster recovery, mandate SBA disaster recovery
coordination and collaboration with each SBDC program when re-
sponding to a disaster event. And streamline a funding mechanism
for SBDCs to receive disaster supplement funding to assist in both
short-term and the long-term recovery needs a small businesses is
impacted. Also increase the SBDC program authorization and sup-
port appropriate increases for effective entrepreneurial develop-
ment programs to expand both capacity and enhanced capabilities.

And finally, improve the ability of SBDCs to operate and manage
entrepreneurial and Small Business Development programs across
Federal agencies, like those that exist in Commerce, DLA, and
USDA. So, in closing, I look forward to working with the committee
and the committee staff to ensure that we are providing all entre-
preneurs and small-business owners the resources that they need
to start and grow their business, and if necessary recover and re-
cover successfully. And I welcome your questions.
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Background
In 1976, located in the place where heaven touches earth—Pensacola, Florida—the

University of West Florida applied and awarded to be one of eight university hosts in the
U.S. to participate in a new pilot program — the Small Business Development Center, or
SBDC program. Congress conceptualized that existing and aspiring small businesses would
have a greater opportunity for sustained success and prosperity if they were able to access
the intellectual capital of our nation’s best, and most entrepreneurial colleges and
universities. After proving the model as a resounding success, Congress established the
SBDC program as part of Chapter 21 of the Small Business Act in 1980. Today, America’s
SBDCs serve every square mile and every urban, suburban and rural community and
considered the most highly regarded small business development program in the country.

America’s SBDCs have a unified purpose and mission to utilize our collective experience,
knowledge, and resources to help small businesses realize unimaginable possibilities for
prosperity. We achieve mission success by providing our small businesses with access to
world-class professional expertise, helping them be more competitive and profitable, while
being responsible and accountable stewards focused on generating results that contribute
to the economic prosperity of the American economy. Our success in our unified mission
has been validated repeatedly over the past 40 years.

In a recent GAO Review of Entrepreneurial Assistance Programs, GAO examined 52
program across Commerce, HUD, SBA and USDA that supported entrepreneurs. GAO
concluded that Congress should “explore opportunities to enhance collaboration among
programs, improve tracking of program information, and conduct more program
evaluations,” while referencing the SBDC program as a model. GAO highlighted that SBDCs
“had strong on-the-ground, local collaborative partnerships with other economic
development programs; collect extensive data on performance, and have rigorous
standards of quality control.” GAQ identified and suggested several SBDC best practices,
including:
® SBDCs have customer relationship management systems that have extensive
capabilities to track and report across 200 different demographic, activity and
outcome metrics;
* SBDCs have a strong commitment to continuous improvement and performance
excellence through its accreditation process, which is based on the NIST Baldrige
Performance Excellence Program;
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¢ SBDCs integrate, manage and operate multiple small business development
programs and services, like the PTAC (Procurement and Technical Assistance)
program sponsored by the Defense Logistics Agency, and/or collaborate and
partner with their sponsoring organizations to avoid duplication and meet the full
scope of small business needs, and

e SBDCs achieve high-levels of overall effectiveness and performance in contributing
to business and economic outcomes, like access to capital, increased sales and
employment, and efficiency in taxpayer return-on-investment.

As a result of the foresight of Congress, the Florida SBDC Network started at the University
of West Florida in Pensacola as one man, in one community, helping a handful of local
small businesses in the Panhandle, and has evolved to be designated in state statute as
“the principal business assistance organization for small businesses in the state.” [Florida

Statute §288.001

Nourishing statewide
partnerships among state
universities and colleges;
federal, state and local
government; state, regional and
local economic development
agencies and organizations, and
the private sector, the Florida
SBDC is one of the Sunshine
State’s principle business
development agencies, known
as the “Partners in Prosperity,”
and is widely recognized as ‘the
thought leader and go to
resource for small business
assistance.

’
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Key SBDC Characteristics
America's SBDCs, and the Florida SBDC, have a number of characteristics defined in

program regulation, policy and operating culture that shape the way the program is
structured, operated and delivers services.

Commitment to Continuous improvement and Performance Excellence

America’s SBDCs are committed to a culture of innovation, continuous improvement and
performance excellence. Developed by the National Institute of Standards and Technology
(NIST), Baldrige uses a set of standards to assess and improve performance on critical
factors that drive organizational success. The SBDC program utilizes the principles of the
Baldrige Performance Excellence Program as the basis of the “ASBDC Accreditation;” a
necessary and required accreditation for all SBDCs. The ASBDC Accreditation Standards
evaluate seven key areas of every SBDC:

Leadership

Strategic Planning

Customer & Stakeholder Focus

Performance Measurement, Analysis, Knowledge Management
Workforce Focus

Program Delivery & Management

Results & Qutcomes

NG U e W e
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Why does accreditation matter and what value does it add?

Required every five years, and mandated by Congress as part of the Small Business Act,
ASBDC Accreditation is required for every SBDC to secure continued federal funding. More
importantly, accreditation is an organizational asset and tool that provides the SBDC
program with a competitive advantage over other federal funded programs. The
accreditation process demonstrates to our funding partners, including taxpayers, how
SBDCs remain laser focused and committed to serving customer needs, continuously
improving services and operational processes, and achieving high performance.

The Association, America’s SBDCs, implements and facilitates the accreditation process.
The ASBDC Accreditation Committee is comprised of volunteer SBDC senior leaders who
are trained and certified to perform accreditation reviews. | served on the ASBDC
Accreditation Committee for ten years conducting 20 accreditation reviews of other SBDC
networks during my service.

The ASBDC Accreditation Committee assigns an Accreditation Review Team, generally
comprised of two to four committee members, to conduct a thorough examination of the
reviewed SBDC, including an onsite review. In preparation for the review, the reviewed
SBDC prepares a self-study that generally includes hundreds of pages of exhibits to
demonstrate adherence and commitment to the accreditation standards. Throughout the
onsite review and engagement with SBDC personnel and key stakeholders, the review
team seeks to verify and substantiate the SBDCs self-study responses in comparison to the
accreditation standards.

Once the onsite review is complete, the review team prepares an Accreditation Report
that they must present and defend before the ASBDC Accreditation Committee. The
Accreditation Committee deliberates, concluding whether the SBDC has met the
accreditation standards and should be granted accreditation. Subsequently, the
Accreditation Committee will issue an accreditation report that summarizes the
committee’s decision, accreditation team’s observations, and provides detailed
recommendations and opportunities for improvement that become foundational for
continuous improvement for the reviewed SBDC.
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Commitment to a Culture of Coliaboration and Partnership

The term “partnership” does not necessarily constitute the creation of a legal entity
partnership, but rather the creation of a relationship that is characterized by mutual
cooperation and accountability for the achievement of common mission and goals.

SBDCs embrace a culture of collaboration and partnership. SBDC leaders understand that
creating a culture of collaboration and fostering strategic partnerships improves
efficiencies and effectiveness that enhance business support services, making it easier for
existing and aspiring small businesses to grow and succeed, while maximizing the return on
investment for taxpayers.

America’s SBDCs align what they do, and how and where they do it based on the
environment they exist. For example, an SBDC operating in a rural community where fewer
small business resources exist may offer a wide variety of general expertise services to a
wide variety of existing and aspiring small businesses. Conversely, an SBDC operating in a
large population center may only offer specialization in one or two select areas of
expertise to a very narrow type of small business entity. They do this to meet assessed
market needs and avoid duplication, unnecessary market competition and waste of
taxpayer resources, while expanding the capacity and availability of capabilities to serve
the full scope of the diverse and complex needs of existing and aspiring small businesses.

In its most basic form, a formal partnership
exists between the SBA, an SBDC, and its
Association (America’s SBDC).

The SBA and each of the SBDC’s 62
headquarter host organizations has a
partnership formalized by the execution of an
annual Cooperative Agreement, e.g. SBA
A‘g;j%‘iﬁ:fs ; ‘ S""B""A executes a Cooperative Agreement with the
) 3 g 3 University of West Florida, the lead host
institution for the Florida SBDC. Further, a
partnership exists between each of the 62 SBDCs that comprise the national program
through its membership in the Association {America’s SBDCs). Finally, a partnership exists
between the Association (America’s SBDC) and SBA, which is formalized by the Small
Business Act and requires the agency to recognize and negotiate in good faith with the
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association on common issues of its members’ SBDCs. Apart from these, the diversity of
partnerships and stakeholder relationships of each SBDC will vary considerably depending
on its overall environment.

lilustrated in part by the diagram below, the Florida SBDC has hundreds of necessary value-
added partnerships with a diverse mix of organizations, including federal, state, and local
governments; institutions of higher education, state and local economic development
organizations, chambers of commerce, and private sector partners, among many others.
While all are important, not all partnerships are formalized by a binding agreement.
Nevertheless, the Florida SBDC has 40 partner organizations that provide the necessary
operating capital to support its services and operations.

SBDC

Private
Seclor
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Commitment to Separation of Authority

Separation of authority of each partner is essential to effectively operating an SBDC
program. Defined and separate areas of responsibility ensure that one partner will not
conflict with the authority and responsibility of another partner.

Congress has designated that the SBDC national program be under the general oversight of
the U.S. Small Business Administration (SBA). As such, SBA conducts numerous
programmatic and financial reviews, examinations and audits to fulfill on its oversight
responsibilities numerated in 15 USC 648 21(k){1) of the Small Business Act and the Code
of Federal Regulations 12, Part 130.180(a). The intent of these oversight functions are to
ensure:
e the SBDC is operating effectively in its delivery of services to the small business
community.
» the SBDC has controls in place to ensure the accuracy of reported financial and
management data.
¢ the SBDC costs incurred and claimed for reimbursement were reasonable,
allowable, and aliocable.
* the SBDC has been compliant with the program policies, operating procedures and
applicable laws and regulations.

Subsequently, federal law and congressional intent define that the “Recipient
Organization,” i.e. SBDC headquarter host partner has full authority to control program
resources and expenditures under the SBDC budget. While use of program investment is
specifically designated for the sole purpose and use of supporting the achievement of the
purposes and services stated within the respective laws, regulations and negotiated terms
that govern the SBDC program, it is the sole responsibility and accountability of the CEO of
each SBDC to:

¢ allocate program funding as he or she determines necessary to achieve program
goals and objectives of all vested partners,

* establish and operate an effective and efficient organizational structure that
ensures client services are readily accessible to small businesses throughout its
respective market based on assessed need, and

¢ serve as the managerial and administrative hub or headquarters of the
organization.
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In Florida, the University of West Florida is the federal and state designated Recipient
Organization for both the SBDC and PTAC programs. As the Recipient Organization, UWF is
responsible for
e establishing an independent entity within the university, commonly referred to as
the Headquarters, and
« designating the Chief Executive Officer, commonly referred to the “State Director,”
to lead the Florida SBDC.

The SBDC headquarters serves as the managerial and administrative center of the
organization and the CEO serves as the chief executive of the organization. As such, the
CEO of the Florida SBDC Network is responsible for establishing an organization structure
that ensures direct client services are readily accessible to small businesses throughout
Florida.

Commitment to Shared and Leveraged Investment

Federal taxpayer financial investment in the SBDC program is extensively leveraged by
multiple, other non-federal sources of investment, including but not limited to state
appropriations, participating host partner institutions, local counties, municipalities,
economic development organizations, chambers of commerce, banks, foundations, among
others.

Financial partnering is specifically included in the
Small Business Act as a characteristic of the
national SBDC program. Each of the 62 SBDC
programs are expected to significantly
contribute, and actively pursue funding support
{from non-federal funds) to meet and exceed the

OIS SOURLES GF FUNDS
R B3R
Boamney  Buane

gun

federal investment to support small business
development services that generate taxpayer
return-on-investment. As a result, each SBDC is
the majority investor/shareholder providing
more than half of the total program budget from
sources other than federal funding. This is true
for each individual SBDC and collectively for all of
America’s SBDCs. For example, excluding local
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and private in-kind support, non-federal sources of investment provided 57 percent of the
total operating budget for the Florida SBDC in FY2018. When valued and accounted, inkind
support increases the non-federal share of investment to more than $2 non-federal to $1
federal.

Commitment to Serve Business Growth Needs

America’s SBDCs serve the
nge diverse and complex needs of
rriers facing your business existing and aspiring small and
. - v medium-sized businesses unique
to the communities in which
they are located. Therefore, a
key component of every SBDC's
strategic focus is to develop, but
do not duplicate, small business
Tl services that meet needs, not
Gy demands. To understand and
3 Dneiaticns Hantgevien
design services and products that
meet the current and future needs of the communities they serve, SBDCs continually
assesses the challenges and issues faced by small and medium-sized businesses in their
respective markets through research and modify or modernize services accordingly.

Under Section 21 of the Small Business Act (15 USC § 648), SBDCs are required to provide a
plethora of business development consulting and education to support businesses through
all stages of the life cycle. To achieve this, America’s SBDCs provide access to:
e no-cost, professional business consulting delivered by certified professional
business consultants and specialists;
* no-cost or low-cost business development education programs that build the
acumen of emerging and established business owners and managers, and
* data and research to enhance business literacy and knowledge to make better
business decision.

Together, these services maximize satisfaction and value, and drive business success and
sustainability, while enhancing the economic development goals and objectives of SBDC
funding partners, including Congress.
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While specializations may vary based on assessed market need and resources, all SBDCs
have core expertise in areas of common business need that are most vital to accelerating
the growth of existing business, including:

¢ Business Plan and Strategic Plan Assistance - Consulting and training directly
attributed to assisting existing businesses with strategic or business plan
development and/or implementation, including, but not limited to, analyzing the
business’ mission, vision, strategies and goals, overall critique of plan, and
performance measurement and accountability. Assistance may also include the
facilitation of strategic plan development for select target market client businesses.
Assistance also includes business continuation strategy development including
selling, merging or closing a business, as well as disaster preparedness, mitigation,
and recovery,

e Market/Sales Growth Assistance - Consulting and training directly attributed to
assisting existing businesses with marketing plan and strategy development to
expand existing or access new revenue markets. Services should include conducting
strategic research to identify new markets, preparing and analyzing sales and
financial projections, and the ability to professionally critique a business marketing
plan or campaign for expanding into a new market.

e Financial and Capital Access Assistance - Consulting and training directly attributed
to assisting existing and prospective businesses access capital, including providing
loan package services, such as assessing capital need, identifying and assessing
potential debt and/or equity funders and/or other financing alternatives; assisting
in the preparation of applications, projections, pro formas or other support
documentation for the request for a loan or other request for
financing/investment; preparing a client for lender/investor presentations, or
facilitating conferences with or responding to lender/investor inguiries on behalf of
a client business.

s Cash Flow and Business Management Assistance - Consulting and training directly
attributed to assisting businesses with literacy in business cash flow and financial
and business management, including cost control management techniques,
completing feasibility studies, or completing financial analysis not related to the
preparation of a loan package or request for financing. Assistance may also include
conducting financial analysis health checks and building financial management
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strategies and solutions using financial analysis/strategy software or other
appropriate application.

Commitment to Serve Business Recovery Needs
One of the areas we take great pride in is
the integral role SBDCs contribute to
disaster response and recovery across
the country. As a critical member of our
State Emergency Response Team {SERT),
the Florida SBDC is known as the state's
leader for business response and
recovery. As such, we are committed to
being on the front lines to ensure our
state's principal job creators and
economic contributors have the

professional guidance they need to

. - WTIrnG Viecanhelp Visitusonline orcaltustolean
successfully navigate the initial and long- SBDC [T ey

term recovery process. Immediately after
a storm, the Florida SBDC:

8

e Assists the state in the assessment of business damages;

+ leads the coordination of federal and state recovery resources for small business,
including the establishment of Business Recovery Centers comprised of SBA and Florida
SBDC business recovery specialists to provide direct, onsite assistance to impacted
businesses;

s assists in the coordination and administration of the Florida Small Business Emergency
Bridge Loan program;

* assists impacted businesses apply for SBA business disaster loans; and

e facilitates public-private sector exchange of information regarding short-term and long-
terms recovery needs.

in Florida, we are fortunate to employ designated professionals, many of whom are Certified
Business Continuity Professionals by Disaster Recovery Institute international (DRIl), to:

e assist small businesses conduct risk assessments and continuity plans to mitigate man-
made and natural disasters before they happen, and
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e provide ongoing, long-term intensive disaster consultancy to small businesses impacted
by a disaster to help them rebuild their business and make a full recovery.

Commitment to Serve Every Community

America’s SBDCs serve every square mile and every urban, suburban and rural community.
The SBDC national program consists of 62 individual networks - one in each state, four in
Texas, five in California, and one each in the District of Columbia, Puerto Rico, Virgin
islands, Guam and American Samoa — who collectively have nearly 5,000 professionals. The
Florida SBDC, the nation’s largest SBDC, has nearly 250 professional in 45 offices statewide
to provide existing and emerging small and medium-sized business owners with
management and knowledge resources that foster business growth, increased profitability,
and create economic prosperity for Florida’s economy.

America’s SBDCs seek to make services ANMERICATS  Holning Businesses Grow & Succeed
B We  § Ropions - 40+ Conters » 56 Bulreach toratins

available as close and convenient as possible SERREERE  [ocations from Pensacold ta Key West
to the markets they serve. For example, in 4 !
Florida it is our strategic objective that

existing or prospective smal! business clients

do not travel more than one hour to access B "‘3"2“% = “‘"“’j?&
an SBDC office. We generally meet this 2 B mgsggww
standard by: i : ‘
» placing service centers and outreach PR
service locations in population centers e s é‘:mm:“;m
throughout the state, B ot

R

ivision of Riswsrch b
St "

¢ utilizing circuit-riding consultants to meet
customers in rural communities, at their

P erie, et 3
Frqusosts, Flarin RHR

. o v FloTasenc oy BA
place of business or another, secured ;;wfi;; SO0 L

third-party location, or
* using technology to connect and engage
clients.

Commitment to Serve All People, All Industries

A common misconception is that America’s SBDCs do not serve certain special emphasis
populations, such as minorities, women and veterans, or targeted industries, such as
manufacturing. This is untrue.
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America’s SBDCs’ outreach to minority and underserved communities is a top priority.
Nearly one-third of all small business are majority-owned by minorities and nearly 40
percent by women. In Florida, a highly diverse state, nearly one-half {46% and 45%,
respectfully) of all SBDC consulting services delivered last year were to business owners
who self-identified with at least one minority class and as woman-owned.

The Florida SBDC and our national counterparts consider it an honor and obligation to
serve those who served us. Veterans consistently make up a highly entrepreneurial
demographic and often operate businesses on a skill set acquired while serving our
nation’s defense. We believe they have earned and deserve our special attention. in 2018,
the Florida SBDC consulted 1,609 veteran-owned businesses, which comprised nearly 15
percent of all the businesses consuited.

In total, Florida is home to nearly 12,000 small manufacturers that employ a little more
than 160,000 Floridians; less than 5 percent and just a fraction of the more than 3.2 million
small businesses employ statewide. Nevertheless, growth in manufacturing plays a
significant and vital role in economic growth and recovery in the state. That is why the
Florida SBDC dedicated over 15 percent of its total consulting resources to serve the
specific needs and opportunities of manufacturers.

Commitment to Meaningful Economic Results and Taxpayer Return-On-investment
The primary purpose of an SBDC is to provide access to no-cost, certified professional
business consultants and specialists who possess the experience, expertise, and access to
resources existing and aspiring small businesses need to make better business decisions,
identify and access growth opportunities, and ultimately achieve sustained success that
results in the creation of lasting positive economic impact for the American economy.

Appropriately, Congress has increased pressure for publically-funded activities, such as the
SBDC program, to be more accountable to taxpayers. Through the Government
Performance Results Act, the federal government mandates that SBA and its resource
partners, including SBDCs, must be accountable and “outcome-driven” if they expect to
receive continued taxpayer support. Therefore, it is our commitment to be responsible and
accountable stewards while achieving the performance expectations and resuits that
contribute to economic prosperity. To fulfill on this commitment, America’s SBDCs aligns
financial resources with service delivery goals that achieve meaningful taxpayer return-on-
investment.
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There are several meaningful reasons to measure RO, including helping our funding
partners understand how Florida SBDC programs and services benefit the state. ROl also
enables policymakers to make informed decisions and conclusions concerning program
effectiveness. It also helps us measure and trend results to evaluate performance relative
to strategy, evaluate effectiveness in comparison to competitors and peers, and ensure
learning and continuous improvement.

Each SBDC may define ROI differently based on their environment. The Florida SBDC
defines ROI as the net impact its services contribute to the growth of Florida's economy,
i.e. the net effect of client businesses’ impact on Florida's Gross Regional Product (GRP)
divided by taxpayer investment above client industry norms. The source of contribution to
defining ROl is defined as the degree to which SBDC consulting services have impacted
business revenue growth as verified and attributed by the client business. The Florida
SBDC Network conducts an annual survey to collect this data.

Since 2011, Florida SBDCs have
provided 624,331 hours of
professional business
consulting to 58,975 existing
and aspiring small businesses,
resulting in 281,831 jobs ;
impacted; $36.7 billion in sales Saaital L Lt
generated; $2.7 billion in $135.4M $3.28 28876
government contracts |
acquired; $1.6 billion in capital
accessed, and 4,520 new
businesses started. Florida
taxpayer ROl is $37 per $1
invested during this period.

attrioted s dirras that Floridy S6RG sérvices
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REAUTHORIZATION RECOMMONDATIONS

According to the U.S. SBA, FY 2020 Congressional Budget Justification Report, the
Entrepreneurial Development Program Budget includes 14 distinct programs, totaling $247
million in federal taxpayer investment. The process of reauthorization of SBA’s Entrepreneurial
Development will allow for a thorough review to ensure continued relevance and alignment of
existing programs with the assessed needs of existing and aspiring small businesses, and, where
needed, the renewal or realignment of programs to ensure effectiveness and efficiency of
taxpayer investment. Following are specific recommendations that should be undertaken
during the reauthorization process.

1

3

Clearly define each entrepreneurial development programs purpose, focus
appropriate performance metrics that contribute to meaningful economic outcomes.
Consider economies of scale and enhanced program service delivery through
consolidation or integration of programs where focus, purpose and metrics align.

Set forth priorities and goals for all entrepreneurial development programs that
reflect 21st century economics and opportunities.

Establish an equitable method for determining, negotiating and allocating
performance goals that will ensure all entrepreneurial development programs are
appropriately motivated and driven to achieve high performance.

Strengthen the SBA and SBDC dichotomy and partnership by clarifying the specific
authorities and responsibilities of each partner and terms for negotiation and
collaboration with the Association for America’s SBDCs.

Require SBA disaster recovery coordination and collaboration with the SBDC program.
improve the ability for SBDCs to operate and manage entrepreneurial and small
business development programs of other federal agencies.

Increase the SBDC program authorization, and support appropriation increases for all
entrepreneurial development programs to expand capacity and enhance capabilities.

About Michael W. Myhre, CEO, Florida SBDC

From mailroom to boardroom, Michael W. Myhre has served in every capacity of an SBDC
over the past 28 years — 19 of those years as a C-suite executive of the Minnesota and
Florida SBDC Networks. Prior to 2011, Mr, Myhre held the position of Executive Director
for the Office of Entrepreneurship and Small Business Development for the State of
Minnesota during the governorship of Tim Pawlenty. In this capacity, he provided oversight
of Minnesota’s leading office of entrepreneurial and small business development, including
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direction of the Minnesota SBDC. In January 2011, he joined the Florida SBDC as its chief
operating officer before assuming the position as the organization’s chief executive officer
in 2013. Throughout that period, he has also served eight years on the Board of Directors
for America’s SBDC, the Association of Small Business Development Centers (ASBDC), most
recently as its Board Chairman in 2017-2018.
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Chairman RuUBIO. Thank you.
Ms. Haughton.

STATEMENT OF KIESHA HAUGHTON, MANAGING DIRECTOR,
MARYLAND WOMEN’S BUSINESS CENTER, ROCKVILLE, MD

Ms. HAUGHTON. Thank you, Chairman Rubio, Ranking Member
Cardin, and distinguished members of the committee for the oppor-
tunity to share this testimony with you.

My name is Kiesha Haughton. I am the Managing Director of the
Maryland Women’s Business Center and have also served as Sec-
retary of the Board of Directors for the Association of Women Busi-
ness Centers, the national organization that represents women’s
entrepreneurial development, I would like to thank the committee
for holding this hearing today. Maryland WBC is part of a network
of 114 women’s business centers. The WBC program is a public-pri-
vate partnership with over 30 years of success in providing train-
ing, counseling, and mentoring, and access to capital for women-
owned businesses nationwide.

In Fiscal Year 2018, centers reached more than 151,000 clients
assisting with millions in private capital infusion, leading to nearly
12,000 new businesses. According to the SBA’s 2015 OED report,
96 percent of the WBC clients reported revenue growth total in
$658 million and 25,000 jobs created. The Maryland WBC
headquartered in Rockville with two satellite offices in Frederick
and Bowie is proud to be amongst this network. We are also proud
to be the only WBC located at an HBCU through our partnership
with Bowie State University. WBC’s often tailor services to meet
the needs of their local community.

The Maryland WBC has met the demands of our small business
community by rolling out specialized program offerings like our
procurement, advanced tech, international trade, childcare, retail,
and women’s business leadership programs. We are particularly
proud of our procurement series that helps businesses position
themselves to take on Government contracts. This program has
supported clients like Houri Tamizifar who is the owner of Cynuria
Consulting and winning contracts that increase sales by over 400
percent in her first and second-year business. Charlisa Watson,
owner of CRW Associates has secured a $66 million grant or con-
tract with the Department of Defense after receiving our business
and procurement assistance.

While many things are going well, Congress should still act to
strengthen and modernize the WBC program. For over 30 years the
maximum grant amount remains capped at $150,000. Legislation
to reauthorize the WBC program should increase that cap, allowing
well-established centers like the Maryland WBC to expand their
impact with increased funding support. As the only WBC in Mary-
land, our center receives significant demand for our services, but
due to the cap, we currently only cover three counties in our State,
leaving in 21 jurisdictions without coverage. Increasing the cap in
our grant would enable us to assist more entrepreneurs.

Therefore, I recommend Congress raise the cap on individual
center grants to $350,000. This would require additional funds for
the program so the WBC is asking for $30 million in funding for
the WBC program in Fiscal Year 2020. As a practitioner, I fully
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support this request and encourage Congress to consider a growth
potential of the return on investment of this authorization level.
Another improvement would be the removal of burdensome report-
ing procedures and establishing an improved reporting system as
EDMIS is problematic and in need of updating, as we heard ear-
lier. Since current reporting requirements for all SBA resource
partners are not the same, we would also like to see consistency
on audits, grant reporting requirements, and grant application op-
portunities which would include this disaster relief.

Additionally, and important to note, funds raised above the Fed-
eral match are subject to Federal spending guidelines, creating a
disincentive to overmatch their funds. Lastly, while some WBCs
stand alone, others are hosted by larger organizations or univer-
sities. The Maryland WBC is hosted by Rockville Economic Devel-
opment, Inc. (REDI) and thanks to community support and part-
nerships with economic development organizations in Montgomery,
Frederick, and Prince George’s counties, the Maryland WBC has
grown increasingly self-sufficient over the years.

However, there is no established process for centers to graduate
from their host organization and transition into a stand-alone cen-
ter. Statewide impact can be challenging for WBCs hosted by local
jurisdiction named host or other large organizations when attempt-
ing to raise funds in a competitive and often territorial environ-
ment due to branding confusion. When reauthorizing the WBC pro-
gram, I would ask Congress to implement a clear transition process
with continuity of services for WBCs ready to graduate from their
host who are newly established, stand-alone entities without hav-
ing to close down and reapply as a new center. The WBC program
fills a growing need for the distinct populations served, and I am
thankful for the committee’s continued bipartisan support of this
program.

As a proven program, I urge Congress to make these necessary
changes during the reauthorization process to maximize our suc-
cess. I appreciate the opportunity to testify today and I am happy
to answer any questions.

[The prepared statement of Ms. Haughton follows:]
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Testimony of Kiesha Haughton: Reauthorization of the SBA’s Entreprencurial
Development Programs

Thank you Chairman Rubio, Ranking Member Cardin, and distinguished Members of the
Committee for the opportunity to share this testimony with you. My name is Kiesha Haughton,
and I am the Managing Director of the Maryland Women’s Business Center. I also serve as
Secretary on the Board of Directors for the Association of Women’s Business Centers (AWBC),
the national organization that represents women’s entrepreneurial development.

I would like to thank the Committee for holding this hearing and for their willingness to hear
about the work we do at the Maryland Women’s Business Center, what is going well with the
WBC program, and areas where we can work together to make improvements during
reauthorization.

The Maryland Women’s Business Center is part of the national network of 114 Women’s
Business Centers (WBCs), a critical resource partner of the SBA that helps women entrepreneurs
start and grow their own businesses. The WBC program is a public-private partnership with over
30 years of success in providing training, counseling, mentoring, and access to capital to women
business owners nationwide. The centers leave an enormous footprint of successful business
owners and job creators. In Fiscal Year 2018, centers reached more than 151,000 clients, leading
to nearly 12,000 new businesses. In the prior year — the latest data available -- WBCs conducted
over 93,000 hours of counseling and over 15,000 training sessions in over 35 languages.! In
20135, according to the most recently available data, WBCs assisted with nearly $429 million in
private capital infusion.?

These services have had a profound impact on client businesses and their local communities.
According to the SBA Office of Entrepreneurial Development (OED) 2015 Report, the most
recently available data, 96% of WBC clients reported revenue growth, totaling $658 million
dollars.® This led to one in ten businesses hiring at least one new employee, creating nearly
25,000 jobs.

The Maryland WBC, headquartered in Rockville with two satellite offices in Bowie and
Frederick, is proud to be amongst this network of efficient and effective resources for women
entrepreneurs. We are also proud to be the only WBC located at a historically Black college, or
HBCU, with our location at the University of Bowie. It is critical that HBCUSs have the resources
to cultivate entrepreneurship in their young students and future expansion of the SBA’s
entreprencurial development programs should take into consideration the current lack of
partnerships with HBCUs nationwide.

What is Going Well

! From the 2019 CBE: “Women's Business Centers (WBCs) helped many smalf busi work with mi ding institutions, helping them

access millions of dollars in loans.” Pg. 43 hitps://www.sba.gov/sites/default/files/aboutsbaarticle/SBA FY 18 508-Final-FINALPDF
21hid

3 $8A Office of Entreprencurial Development 2015 Report, p. 39




55

As the statistics reveal, the WBC program boasts of many successes and achievements
happening at centers across the country on a daily basis. One of the hallmarks of the WBC
program is the flexibility that each center has to tailor its offerings to the needs of the local
community. As an example, WBCs provide services in dozens of languages and further meet the
needs of their communities by offering flexible hours, including weekends and evenings, and
allowing children to attend training classes with their mothers. These are particularly important
aspects for a program that primarily services women. At the Maryland WBC, we have tailored
services to our community through the roll-out of specialized offerings, like our procurement,
advanced tech, international trade, child care, retail, and women’s business leadership programs.
We’ve customized these offerings to meet the demands of our clientele and the small business
community which we serve.

Every day at the Maryland WBC, our dedicated staff works to ensure every entrepreneur that
walks through our doors receives services that meet their needs. Like each WBC in the network,
we’re committed to helping women prosper and achieve financial security through business
ownership and we have had many successes in this endeavor.

A particularly successful program at the Maryland WBC is our procurement series. Workshops
in this series are designed to help established businesses position themselves to take on
government work. This program has supported clients like Houri Tamizifar, owner of Cynuria
Consulting, in winning a number of government contracts that has led to sales growth of over of
400% between her first and second year in business, and 300% in her third year. Charlisa
Watson, a veteran and owner of CRW Associates, has also benefited from our procurement
series. After taking our workshops, she was successful in securing a $66 million contract with
the Department of Defense.

Opportunities for Improvement

The WBC program continues to fulfill its Congressional mandate of ensuring that women’s
entrepreneurial drive is fueled by adequate training, resources, and access to capital which in turn
keeps the American economy thriving. Congress, however, should act to strengthen and
modernize the program, in turn supporting the growing number of women business owners
nationwide. Reauthorization of the Small Business Act is the perfect opportunity to make
improvements to the WBC program.

Since the program was established 31 years ago, the maximum grant amount available from SBA
to qualified WBCs has remained at $150,000 a year. Adjusted for inflation, that amount is
equivalent to $319,161.45 in 2019 dollars. Legislation to reauthorize the WBC program

should increase that cap of $150,000 per center and bring that number more in line with the
realities of the 21st century, allowing well-established centers such as the Maryland WBC to
expand their impact with increased funds. As the only Women’s Business Center within the state
of Maryland, our center has received a significant amount of demand for our services. However,
due to the cap of $150,000 we have been limited in our ability to leverage federal dollars to
expand and cover more counties within our state. We only cover three counties currently, leaving
21 jurisdictions without our full support. Increasing the cap on the grant to our WBC, one that



56

has proven successful, would allow us to expand into additional counties and reach more
entrepreneurs in need in the state of Maryland.

I would recommend Congress raise the cap on individual center grants to $350,000, based on our
centers ability to match. Our national association, AWBC, found in a recent survey the vast
majority of centers could match at least $300,000. This would of course require additional funds
for the program and, given the upward trajectory of the program along with the explosive growth
in female entrepreneurs, now is the time for Congress to provide robust funding in statute. The
Association of Women’s Business Centers (AWBC) is asking for $30 million in funding for the
WBC program in FY2020. As an on-the-ground practitioner, I fully support this request. While
the nuances of authorization and appropriation levels are best left to this Committee and the
appropriators, I encourage Congress to be ambitious with its authorization level, giving the
program much-needed room to grow in the next 31 years.

Another improvement that can be made during reauthorization is the removal of unnecessary
requirements that force WBCs to divert precious time and resources away from helping
entrepreneurs in order to stay on top of back-office bureaucracy and burdensome reporting. One
particularly nefarious requirement actually disincentivizes WBCs from raising additional funds
beyond the match of their SBA grant. Currently, if a center raises more money than is required to
meet the federal match, that additional money is subject to federal spending guidelines

and verification requirements, even though it is not taxpayer money. This is a key inefficiency in
the program, and it must be addressed.

The paperwork and reporting burden goes beyond these requirements on additional funds. The
current reporting requirements for WBCs are not consistent with the other SBA resource
partners. We would like to see consistency on audits, grant reporting requirements, and grant
application opportunities like disaster relief. The reporting system that we are required to use,
EDMIS, is problematic and in need of updating.

Lastly, while some WBCs standalone, others are hosted by larger organizations or universities.
The Maryland WBC is hosted by the Rockville Economic Development Initiative, Inc (REDI).
Thanks to continuing support from REDI, foundation and sponsorship support, and partnerships
with county economic development organizations in Montgomery, Frederick, and Prince
George’s Counties, the Maryland WBC, like many other WBCs around the country, has grown
increasingly self-sufficient over the years.

While the Maryland WBC is now able to sustain itself; there is no established process for it to
“graduate” from our host organization and transition into a standalone center. This issue affects
future growth opportunities. While there are many benefits associated with being a hosted center,
WBCs like mine can run into difficulties with fundraising when associated with a large host or
region-specific organization due to issues with branding. For example, it is at times challenging
to fundraise for the Maryland WBC outside of Rockville while our center is associated with the
Rockville Economic Development Initiative Inc. Our statewide impact is the unfortunate
companion to a local name, which is challenging in a time of limited resources.
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In reauthorization of the WBC program, | would ask Congress to implement a clear process for
transferring WBC grants from the host to the newly established standalone entity, without having
to close down and reapply as a new center. This would reduce the stigma of closing a center and
allow for consistent branding and service delivery in an already established market for centers
that have proven their viability and aptitude.

Conclusion

The Women’s Business Center program fills a growing need for the distinct population that we
serve and I am thankful for this Committee’s continued bipartisan support of the program. While
so many things are going well, evidenced by the many success stories that come out of my and
other centers, 1 urge Congress to make necessary changes to the WBC program during the
reauthorization process. I appreciate the opportunity to testify today and am happy to answer any
questions.
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Chairman RuBIO. Thank you.
Mr. Yancey.

STATEMENT OF KENNETH YANCEY, JR., CEO, SCORE
ASSOCIATION, HERNDON, VA

Mr. YANCEY. Chairman Rubio, Ranking Member Cardin, and
members of the committee, thank you for inviting me to testify
today regarding the reauthorization of the SCORE program.

Founded 55 years ago as a resource partner of the Small Busi-
ness Administration, SCORE has now helped more than 11 million
entrepreneurs to achieve their dreams of starting or growing a
small business. This is accomplished through SCORE’s Nationwide
network of 11,000 volunteers who offer free and confidential busi-
ness advice and provide educational workshops. Today, SCORE
stands as a uniquely American organization, and its fusion of two
historic national ideals, the entrepreneurial spirit and vol-
unteerism.

My written testimony provides SCORE’s request regarding
changes to enabling legislation and reauthorization. At SCORE we
believe our client success is our success. Our mission is to foster
vibrant small business communities through mentoring and edu-
cation. This creates small business success, in turn, creating jobs
and strengthening the American economy. Helping our clients
means meeting them where they are and serving them how they
want to be served, whether that is in person or online. Our online
educational programming includes weekly webinars, video men-
toring options, and virtual conferences. Our volunteers come from
all across the country with first-hand knowledge gained through
their experience in all areas of industry and business.

Last year they generously gave 4.3 million hours of their time to
serve our clients. In return, clients rated our volunteers with a net
promoter score of 85. To provide context, a net promoter score of
50 is considered excellent while 70 and above is considered world
class. As you all know and we have discussed, the SBA Office of
the Inspector General recently audited SCORE and the report was
released last week. SCORE is taking these findings very seriously.
There are some legitimate issues that need to be immediately ad-
dressed. We have already met with SBA and are committed to
working with them to remedy all items in the report.

We also believe that there is additional information available
that will clear up misperceptions and alleviate some of the con-
cerns raised in the report. We will collaborate with SBA on solu-
tions that will strengthen the SCORE program and the SBA over-
sight process. SCORE is committed to being better stewards of the
Government funding we receive. To that end, we are in the process
of centralizing accounting for all 300 SCORE chapters, an initiative
we first identified as critical in 2016. This new system eliminates
issues related to commingling of funds at the chapter level. With
this system, no chapter will maintain cash, debit cards, or checks
which significantly lessens the risk of theft. This will also make it
easier and more efficient for the SBA to perform financial oversight
audits as suggested by the report.

I mentioned that we believe there are misrepresentation, or ex-
cuse me, misperceptions. By this, I mean that the audit report does
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not tell the whole story. For example, at no point did we inten-
tionally disregard the policies and procedures related to the award-
ing of contracts. As an example, we reached out to numerous hotels
in various cities when choosing a location for our 2017 National
Leadership Conference. The hotel chosen was the only one in Balti-
more with the necessary room count and dates available. It was
also the best cost based on room rates, food, and travel expendi-
tures. However, our process and the result was not properly docu-
mented for the Inspector General. We will not make this mistake
again. The IG audit reported not having whistleblower policies in
place and an accusation of discouraging volunteers to use the pol-
icy. In fact, we do have a whistleblower policy in place and the
chapter situation where this policy applied, it was effectively used.

Another issue in the report related to excessive bonuses. Today
we have a staff of only 24 people serving 11,000 volunteers and
over 300,000 clients. Offering a competitive compensation package
is one way we can assure that we deliver on our mission. We per-
form a salary survey every three years with a third party vendor
to ensure that we are appropriately compensating our employees
based on industry standards. We are happy to share this data with
you, with the SBA, and with the Office of Inspector General.

We are not perfect. We can and will improve. We stand by our
mission, vision, values, and clients’ success. With your support, we
can ensure that this valuable program continues to achieve its mis-
sion of helping anyone who dreams of opening or growing a busi-
ness.

Thank you for your attention and I look forward to answering
any and all questions that you have, sir.

[The prepared statement of Mr. Yancey follows:]
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Ken Yancey
Chief Executive Officer
SCORE Association

Statement to the Small Business and Entrepreneurship Committee
United States Senate
May 1, 2019

Chairman Rubio, Ranking Member Cardin, and members of the committee: my name is Ken
Yancey and I am the CEO of SCORE. Thank you for the opportunity to offer testimony to the
committee regarding the Small Business Act and SCORE’s enabling legislation. I will also
provide information on SCORE’s history, programs, services and plans for the future. [ would
like to offer SCORE’s thanks to this committee, as well to the United States Small Business
Administration (SBA) for your continued support,

1 want to open by thanking you for supporting SCORE’s 2019 appropriation of $11.7 million.
We are very grateful for this funding, and the money is immediately impacting the small
businesses owners that SCORE volunteers serve in their local communities every day, resulting
in significant business creation and job growth, which is detailed later in this testimony.

Reauthorization of SCORE

SCORE’s enabling legislation was written in 1964, when SCORE was created by the SBA. It has
been amended over the years, with additional efforts to make other changes widely supported by
Congress, the SBA and SCORE that were not passed, SCORE believes that its enabling
legislation adequately represents the SCORE program and advises both the SBA and SCORE on
program requirements, reporting, direction and measurement. We request two changes to the
legislation:

L

The name Service Corps of Retired Executives be officially changed to SCORE. Recent
reauthorization proposals in both the Senate and House have included this change. Other
than on legal documents, we do not use the official name Service Corps of Retired
Executives. The name is no longer accurate because our SCORE volunteers are not only
retired executives, but include many individuals who are actively working. A significant
portion of our new volunteers are former clients, who are still running their businesses.
Active, working mentors are often the best source of talent for newer information related
to technology and marketing that our clients rely on. In addition, the term “executive” is
restrictive and does not resonate with many of our existing entrepreneurial volunteers,
Today, we have 55 years of branding power behind the name SCORE. It makes sense
that the name be changed to SCORE in the enabling legislation so that we can take any
final actions to officially and completely be named SCORE.

Delete the reference to ACE (Active Corp of Executives) from the enabling legislation.
SCORE/ACE was originally intended to provide separate opportunities for working and
retired volunteers. Overall volunteer and mentor requirements, training reporting and
evaluation were always the same for both entities. In 1995, the decision was made to
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abandon ACE and have all volunteers and operations under SCORE. Consolidating
operations under a single entity reduces redundancy of promotion, branding, reporting
and overall management. The decision to abandon the ACE entity ultimately strengthens
the overall organization. Our request is that the enabling legislation be amended to reflect
the change made in 1995.

SCORE’s 2020 Appropriations Request

SCORE must finance its future and raise the dollars required to deliver on its Vision for SCORE
2025. To serve our future clients and meet the needs of our future partners, volunteers and staff;
incremental dollars will be required to invest in innovation, technology, marketing, relationship
development, product/service delivery and infrastructure. To be successful and remain relevant
in the future, SCORE must not only increase connectivity among clients, volunteers,
headquarters and partners but also improve operational efficiency, consistency and effectiveness.
This will require increased process capability and capacity supported and enabled by information
technology.

Based on the impact demonstrated above, SCORE is requesting a $13.5 million appropriation in
Fiscal Year 2020. This represents a $2 million increase in funding as compared to the projected
Fiscal Year 2019 appropriation. SCORE will use these funds to continue the implementation of
our Futures 2025 initiative, which will ensure SCORE’s future relevancy, change proficiency
and positive impact on clients.

As detailed above, the FY19 results of the implementation of SCORE’s Future 2025 initiative
include significant improvements in client engagement, growth in client services, improvements
in service quality, improvements in diversity and inclusivity, and increased client impact.

Based on these results, we estimate that appropriated FY20 funds will be used to serve and
support our clients in the following ways:

Client Services:

¢ Develop new chapters/branches in specific markets of opportunity including major
metropolitan areas (including inner cities and underserved areas), rural
states/communities.

¢ Continue the development and implementation of SCORE’s Client Road Map based on
client focus group feedback regarding expectations, new products, services and delivery
channels.

¢ Additional funding for special projects at the chapter level including women’s
workshops, diversity and inclusion initiatives and outreach to underserved markets,
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Marketing and Communications:

» Use social and other forms of digital media to reach and attract new clients and
volunteers. Continue centralized digital marketing (website and social media
management) for all chapters.

s Support SCORE chapters with their goal of becoming an integral part of the economic
development fabric of the communities they serve. Develop and implement local chapter
marketing initiatives, including referral and word-of-mouth campaigns.

o Use referral partner networks to attract clients and volunteers at all levels of the
organization. Form joint marketing initiatives with national and local partners.

Technology and Website:

¢ Finalize development and roll out “SCORE Engage,” a Salesforce CRM system that will
manage SCORE’s client experience, volunteer experience, volunteer management,
association management and stakeholder reporting.

e Properly protect all client, volunteer and other data that is used, stored or managed by
SCORE. Implement a data security audit and plan to insure all client and volunteer data is
as well- protected based on industry standards.

Volunteer Education:
e Support SCORE’s Volunteer National Leadership Conference and seven regional
leadership meetings.

Administration:

e Improve SCORE’s ability to appropriately manage all forms of funding in a manner
consistent with all applicable rules, policies and regulations. This includes software
licensing fees for the centralized chapter level accounting system.

e Customization, integration, implementation of centralized chapter level accounting
system to reduce chapter administrative burden and lessen financial risk related to cash
control.

Payroll and Fringe:

o Centralization significantly lessens the administrative burden on the field volunteers, so
that they can focus on the mentoring and educating of their clients. This would involve
adding Headquarter staff to provide volunteer support in all major areas.

Governance:
¢ Continue to provide appropriate oversight of SCORE in a manner consistent with all
applicable rules, policies and regulations.

SCORE is scalable, and with a relatively small investment can provide even greater value to the
federal taxpayer and to our country’s economy. All appropriated funds would be maximized to
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serve and support our clients by growing our volunteer corps, expanding our reach, and creating
even greater economic impact in communities across the country. SCORE exists to help
entrepreneurs achieve their dream of success, and to strengthen the economy of this great nation.

ABOUT SCORE: MISSION, VISION AND VALUES

SCORE is the nation’s largest network of volunteer, expett business mentors, with more than
11,000 volunteers across 300 chapters offering free and confidential advice, and free or low-cost
educational workshops to current and aspiring small business owners.

Founded in 1964 as a resource partner of the SBA, SCORE has now helped more than 10 million
entrepreneurs. SCORE’s mission is to foster vibrant small business communities through
mentoring and education, and we envision every person having the support necessary to thrive as
a small business owner.

Today, SCORE stands as a uniquely American organization in its synthesis of two historic
national ideals: the entrepreneurial spirit and volunteerism.

SCORE has a strong set of core values, which we define as:

* Clients Matter: Our clients’ success is our success.

¢ Small Business Matters: Small business is the engine of our national economy through
business formation, job creation and wealth building. Small businesses are critical to
vibrant communities in our society.

¢ Giving Back Matters: We give volunteers, stakeholders and sponsors the ability to give
back to communities through their support of SCORE. Successful small business owners
understand the importance of giving back to their communities.

¢ Volunteers Matter: SCORE is comprised of volunteer business people helping small
business people solve business problems. Volunteers give freely of their time, energy and
knowledge to help others.

e Experience Matters: The truest measure of our mission and our service is ensuring that
our clients have a positive experience. A volunteer’s experience also matters, as their
relevant knowledge, wisdom and experience serve our clients through mentoring and
education. Finally, the volunteer experience with SCORE matters, and we ensure that
volunteers find value and satisfaction while engaged with SCORE.

¢ Relationships Matter: In relationships, we act with integrity, respect, honesty, purpose,
and professionalism. We listen with an open mind, encourage and openly communicate
with all people seeking help from SCORE. Personal, long-term relationships are a driver
of small business success. Community alliances are critical to the success of SCORE.

» Diversity Matters: We believe in the importance, value and power of diversity — diversity
of people and diversity of thought. The diversity of race, gender, ethnicity, geography
and experience is important and valuable in SCORE. We strive to achieve diversity of
our volunteer corps, staff, board and clients.
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» Lifelong Learning Matters: We believe that small business owners who are lifetime
learners adapt to change more readily and are more successful. Volunteers who are
lifelong learners remain active, and achieve personal satisfaction and growth.

SCORE’S IMPACT ON AMERICAN SMALL BUSINESSES AND THE ECONOMY

Small businesses account for 99.7 percent of all employer firms and generate more than 50
percent of the non-farm private gross domestic product. They employ more than half of all
private sector employees. In this way, these small businesses are the engine of America’s job
creating economy, the fabric of our local communities, and the embodiment of the American
dream.

In FY18, SCORE helped its clients to create more than 32,387 new small businesses, creating
103,300 non-owner jobs, and 135,687 total jobs.

SCORE remains the most efficient and effective business formation and job creation engine
funded by the Federal Government. Our cost to create a job is estimated at $81, while the cost to
create a business is just $340. This efficiency in creating jobs and businesses provides a
tremendous return on all federal dollars invested, and, in fact, makes money for the American
taxpayer.

In FY'18 alone, SCORE clients returned an estimated $47.16 in new tax revenue to the federal
treasury for every $1 appropriated to SCORE. This efficiency far exceeds the return on
investment generated by any other job creation initiative or business creation initiative funded by
the federal government. SCORE maximizes every dollar received from the federal government,
because our 11,000 mentors and field managers are all volunteers.

In FY'18, 138,394 unique clients were served via SCORE mentoring, with many more served
through educational programming. 165,425 clients attended online workshop sessions, and
249,870 clients attended local workshops.

SCORE’s services help keep our clients in business. 91% of SCORE clients who were in
business, or started a business, when working with SCORE in FY 18 were still in business at the
end of FY 18. 67% of SCORE clients grew their revenues in FY18, by an average amount of
32%.

While these statistics are impressive in aggregate, the faces and stories behind the numbers tell
the true story of SCORE’s impact on small business success.

SCORE Client Success Story — Creative Behavior Solutions

SCORE clients Brit Harger and Adrianne Smith founded Creative Behavior Solutions, LLC, in
2013. Their Applied Behavior Analysis clinic improves the social, academic, and life skills of
children and young adults with developmental disabilities in Miami-Dade, Broward, Pinellas and
Hillsborough counties in South and Central Florida,

Because of her own family’s experiences with autism, Harger knew firsthand the struggle parents
go through to find caring and comfortable therapy options for children with special needs.
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Guided by a philosophy that every child has the right to learn, Creative Behavior Solutions
works with toddlers, adolescents and teens at home, in schools or in the community to bridge the
gap between families and treatments.

The journey has not always been easy for Harger and Smith. When they first opened the
business, they felt bullied by big companies. “Insurance companies would not allow us to be in-
network, and workers’ compensation was nearly impossible to get, because of the nature of our
work,” say Harger and Smith.

SCORE mentors Mats Bengston and Keith Knowles helped Smith and Harger overcome some of
these obstacles, including securing a business line of credit and launching a preschool
preparatory program. “They coached us through the hurdles, provided us with a huge network,
and taught us to think like business owners. Nearly everything we’ve learned about business, we
were guided to from Mats and Keith,” say Harger and Smith.

They continue, “With their help, our business has become one we are truly proud of. We've
grown from just the owners to over 25 employees. We have moved from being a home-based
company to a 2,500 square-foot clinic and are now moving into a 5,000 square-foot clinic. We
have utilized [SCORE’s] network, their classes, and knowledge.”

Creative Behavior Solutions is the 2018 SCORE Awards winner for Outstanding Women-
Owned Business.

SCORE Client Success Story - T’s Divine Sweets & More

Tamara Jackson is passionate about the food industry along Maryland’s Eastern Shore. From a
young age, Jackson’s parents taught her to incorporate fresh foods from the garden into her
cooking. After working as a restaurant inspector for the Dorchester County Health Department,
Jackson started her first business: a carryout restaurant serving breakfast and lunch. While
running her second business, a small cafe serving farm-to-table food, she realized that “many
restauranteurs were so busy creating appetizers and entrees that they seem to have limited time in
which to create delicate desserts.”

In 2017, Jackson launched T’s Divine Sweets & More to fill this gap in the market, creating and
selling fresh pies, cakes and cheesecakes to restaurants and consumers.

Jackson developed her business plan with help from SCORE mentors John C. Franke and
George Howie, and relied on them for market and financial management advice during her initial
idea phase. Jackson reached out to them again as she was getting ready to launch.

“My biggest challenges to date have been to learn to be flexible, and to scale the business as it is
growing and expanding into various areas along Maryland’s Eastern Shore,” says Jackson.

“Mr. Franke and Mr. Howie met with me and provided information that was invaluable
regarding the path forward process for my planned business,” says Jackson. “SCORE Mid Shore
advisors instilled in me great confidence to pursue, persist and prosper.”
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Jackson won first place in the popular vote for desserts at the 2018 Celebrate Dorchester event
sponsored by the Dorchester Chamber of Commerce. She now sells her desserts at restaurants in
four Maryland counties.

HISTORY

The story of SCORE’s 55-year history begins with the SBA. In 1953, the Small Business Act
was signed into law by President Dwight D. Eisenhower, and the SBA was created. The law said
the federal government “should aid, counsel, assist and project the interests of small business.”
The same year, Maurice du Pont Lee of Wilmington, Delaware gathered a small group of retired
executives, and formed a consulting and advisory service for small businesses.

Ten years later, in 1963, more than 50 independent groups operated across the country, providing
low-cost or no-cost business mentoring. On October 5, 1964, SBA Administrator Eugene P.
Foley officially united independent efforts to launch the national volunteer group called
S.C.O.R.E. (The Service Corps of Retired Executives), comprised of its first 2,000 members.

Walter H. Channing of Detroit, Michigan, was named the first president of the national
organization in 1970, During the same decade, individual chapters were formed, and SCORE
was formally incorporated into a nonprofit association in 1975. In 1978, SCORE welcomed its
two-millionth client.

In 1996, SCORE embraced new technology and began to offer email mentoring services to
clients. Other significant national achievements during this time period include the inaugural
(2003) USA Freedom Corps Award for exemplary volunteer service, presented by then SBA
Administrator Hector Barreto, and the 2004 Award of Excellence from the American Society of
Association Executives, which celebrated SCORE’s positive impact on American society.

SCORE celebrated its 35" anniversary (in 1999) and 40th anniversary (in 2004) at the White
House. The new century ushered in an era of increased emphasis on volunteer training and
education. In the year 2000, SCORE restructured itself to include a governing board of directors
and an operating management team of district directors. The same year, SCORE held its first
SCORE District Directors Conference to train volunteers for senior leadership roles in SCORE,
an event which has now evolved to become the annual National Leadership Conference. By
2001, SCORE mentors were donating more than 1 million hours of service to the small business
community each year.

In 2007, SCORE expanded its service offerings by adding free online workshops to the national
website. One year later, SCORE began to customize its online resources for specific
demographics of entrepreneurs, including women, minorities, manufacturers, military veterans,
baby boomers, young entrepreneurs and rural entrepreneurs.

Today, more than 11 million entrepreneurs have been mentored by SCORE or attended SCORE
workshops.
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CORE PRODUCTS AND SERVICES
Mentoring

At 11,000 strong, SCORE is proud to be the nation’s largest network of volunteer, expert
business mentors, and we know that our volunteers are the lifeblood of SCORE. The majority of
our mentors are current or former business executives and entrepreneurs, giving them firsthand
experience that they pass on to our clients.

In FY'18, SCORE mentors donated an incredible 4,335,760 hours of total service to mentoring
and educating our clients, with an average 7.58 hours per week, per volunteer. Through this
generosity and the wisdom of their firsthand business experience, our volunteers have a
profoundly positive effect on our small business owner clients, which, in turn, positively impacts
their communities. By creating meaningful, and often long-term relationships with our clients,
SCORE mentors help clients to start new businesses or operate existing small businesses more
efficiently, effectively and with greater success. Mentors provide the personal experience,
practical knowledge and emotional support that clients need to thrive in the small business arena,
offering information and strategies for improvement.

Different types of volunteers include mentors, who offer confidential business mentoring
services, either in person or online, subject matter experts, who provide focused knowledge
based on their professional skills or industry, workshop presenter, who lead local workshops,
seminars and events, and administrators, who share their skills in marketing, tech, finance or
fundraising, in support of chapter operations.

SCORE’s Online Reach

SCORE'’s robust distance learning program reaches audience members who cannot easily attend
a local workshop, or who prefer to learn virtually. Knowing that we must meet clients “where
they are” and provide services when it is most convenient to them, SCORE has developed a
comprehensive distance learning program that features webinars, virtual conferences and video
mentoring.

SCORE.org National Website

The score.org national website and individual chapter websites serve as the main portals for all
client-facing services. The national website offers educational resources for distance learning,
including webinars, workshops, customizable templates and tools, and access to mentoring
services.

4,223,380 unique visitors accessed score.org in FY 18, with a 7.87% conversion rate to SCORE’s
core services of mentoring and workshops. Built-in mobile responsiveness greatly improves the
user experience across mobile devices, and enhanced Search Engine Optimization (SEQ)
capabilities make it easy for clients to find and access website resources. Educational content on
the website is chosen based on the topics and trends that matter to clients, as determined by client
feedback on individual articles, marketing focus groups, and post-webinar surveys.
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The website makes it easy for clients to connect with mentors and resources by allowing clients
to browse the pool of mentors, filtering by keywords, area of expertise, industry, language, and

location. These mentor profiles allow clients to select the volunteers whose experience they feel
most benefits them.

A mentoring widget provides quick access to SCORE mentoring and services on third-party
sites. This pop-up box allows users to connect with a SCORE mentor without ever leaving the
partner site, and with minimal administrative burden on the partner. More than a dozen partners
have installed the widget code, including the National Urban League, Her Agenda, Support
Warrior Project, the Georgia African-American Chamber of Commerce, and the Association of
Immigrant Business Owners.

Video Mentoring

SCORE’s video mentoring program was created in direct response to our clients’ needs. Putting
our officially-stated value of “Clients Matter” into action, this program was created to connect
our mentors with entrepreneurs living in remote locations who might not otherwise have access
to services, or whose busy schedules require flexibility. Using video conferencing technology
such as Google Hangouts and Skype, video mentoring marries the positive impact of face-to-face
communication with the convenience of an in-home mentoring session. Our data shows that
video mentoring clients have the highest level of engagement, rating a 4.4 on a 5-point scale.
That’s compared to a 4.27 rating for our face-to-face mentoring,

Live Webinars & On-Demand Training

SCORE national headquarters provides ongoing workshops in both live webinar formats and on-
demand training housed on the www.score.org website. These educational services are critical to
our clients, providing information on numerous aspects of starting and growing a business. At
least once a week on average, SCORE hosts live webinars in conjunction with SCORE
volunteers, sponsors and outside subject matter experts. Designed to complement local
workshops provided by SCORE chapters, these webinars compensate for areas of the country
that lack robust workshop programming, and reach entrepreneurs who cannot easily attend a
local workshop, or who prefer to learn virtually.

165,425 clients attended these online workshop sessions in FY18.
Virtual Conferences

Now in its fourth year, SCORE’s Virtual Conference series allows individuals in any geographic
location to remotely participate in an online educational environment that offers the look and feel
of an in-person event. These conferences meet the needs of our clients on their own terms, and
are perfect for entrepreneurs who are short on time. Combining the educational elements of a
small business conference with the networking and interactive features of a trade show, virtual
conferences allow participants to listen to keynote speakers, visit virtual booths to download
materials, meet sponsors and mentors, and ask questions and connect with each other via a live-
chat feature. Sessions are also recorded and available on demand after the conference, with
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topics including various aspects of starting or growing a small business, including marketing,
finance technology and human resources.

The two virtual conferences held in 2018 drew 12,841 attendees, garnering a total of 27,030
workshop views. 96% of conference attendees reported via survey that the experience had
“helped” them in their business journey.

The next virtual conference (SCORE’s fifth), will be held on May 7 and 8, 2019, in collaboration
with the SBA, during National Small Business Week.

VOLUNTEER ONBOARDING AND TRAINING ~ ASSURING QUALITY

SCORE volunteers undergo continuing education and training to stay current on industry news
and trends, and to continually build on their business knowledge and mentoring skills. Lifelong
learning is one of SCORE’s officially stated, institutionally-held values, as well as a practical
expectation for our volunteer base. We believe that continuous learning drives continuous
improvement, which, in turn, drives mentor effectiveness. Volunteer learning takes the form of
chapter training days and seminars, chapter roundtable forums, webinars, podcasts, courses,
reading and independent research.

SLATE Mentoring Methodology

Each year all SCORE volunteers are required to undergo mandatory online training that
reaffirms their commitment to SCORE's Mentoring Methodology, represented by the acronym
SLATE. SLATE stands for:

Stop and Suspend Judgment

Listen and Learn

Assess and Analyze

Test Ideas and Teach with Tools

Expectation Setting and Encouraging the Dream

* & o o o

Following this methodology, mentors take the extra time to listen to and understand each
business’s unique needs and challenges, resulting in a transformational relationship, as opposed
to a merely transactional relationship.

Code of Ethics

Conversations between SCORE mentors and their clients are strictly confidential, with all
mentors signing a Code of Ethics and Conduct that addresses the protection of each client’s
information and business ideas. Each year, all volunteers are also required to read, understand
and agree to the Code of Ethics through mandatory online training in the CORE Learning
Management System.

Volunteer Onboard and Learning Management System (LMS)

Starting in 2016, all new volunteers were required to undergo seven mandatory onboarding
modules that introduce SCORE’s mission, vision and values, SCORE’s online Learning
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Management System (LMS) houses volunteer training modules, instructional videos and
continuing education materials. One subset of the LMS is targeted towards strengthening the
mentoring skills of volunteers, with the ultimate goal of providing stronger service to clients.

The Mentoring Skills modules are entitled: Powerful Listening and Questioning, Facilitation
Skills, Respecting Diversity, Understanding Generational Divides, Understanding
Communication Styles, Empathy in Practice and Tools for Connecting with Clients.

METRICS AND MEASUREMENT

Throughout SCORE’s 53 years of operations, our central guiding principle of client satisfaction
has remained unchanged, and SCORE measures that satisfaction through data-driven,
technological measures that focus on service (outputs), as well as quality and impact (outcomes)
At the foundation are three key goals and programs: service quality improvement, client
relationship management and economic impact measurement. In using this data to measure the
quality of our services, SCORE makes smart decisions and grows in the right direction.

Measuring Client Satisfaction

SCORE continues to shift from defining itself as a “volunteer service organization” to a
“business organization led by volunteers.” In managing chapter operations like a business,
SCORE focuses on quality service metrics, including client engagement and Net Promoter
Scores (NPS). NPS measures client satisfaction based on the quality of the client-mentor
relationship, and willingness to recommend SCORE. The results are used to identify and
promote best mentoring practices.

The SCORE national average of Net Promoter Scores are strong, at 85.49. The vast majority
(86%) of clients are likely to recommend SCORE services to others. 77% of clients said that
SCORE helped them.



71

Client engagement showed a significant increase in 2018 after
three years of stationary levels

« Engagemeritincredsed as a greater nuinber of Chents indieated that SCORE is important 1o their siceess (+4), SCOREis a
‘naime they can trist (+4), they would recominend SCORE to friends (+3), and SCORE is truly Client-oriented {#3)

Engagement by Year
entby 4.23
400 400 4.0‘9/
oo
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255817
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Willingness to retirn 81%: 83% Ba% 82% 849 84% 85% Bg%
16 SCORE: i
Tikelihood to 82% 84% 8% 8% | 86% 86% 86% 90%

4 SCORE :

Champions. 64% 56% 66% 65% 8 1% 7% 67% 77%
+Nationgl 3 hop o Clients atl nar but did not recetve

Chapter Performance Data

SCORE’s intranet, called CORE, helps SCORE to run its business activities more effectively and
efficiently by centralizing and simplifying administrative tasks, so that chapters are able to
devote more time and focus to serving clients and providing educational services.

A variety of management data and current metrics are collected and made available to chapters
and individual volunteers in the Performance Data section of CORE, so that they can accurately
understand their performance, make better-informed decisions and serve clients more effectively.
This reporting begins at the national level, and narrows down to both the chapter level and
individual volunteer level.

Specific reports include:

¢ Dashboard Report: Allows volunteers to evaluate the performance metrics and client
satisfaction rates of their chapters and districts according to the number of unique clients,
historic session and workshop data, client return rates and volunteer demographics and
certifications.

¢ Client Impact Survey: SCORE’s annual measure of customer satisfaction, with data
sortable according to individual district, chapter and state.
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» NPS Scores: Volunteers can access their own personal, up-to-date NPS scores, which
measure client satisfaction, while Chapter Chairs can access NPS scores for their chapter
members.

¢ Volunteer Engagement Survey: Measures volunteer engagement and satisfaction, both
across SCORE nationwide, and at the local chapter level.

¢ Local workshop reporting: Measures attendance and attendee satisfaction, including a
national ranking in comparison to other SCORE chapters.

e Management Information System Reports: Provide up-to-date information on total
services (both mentoring and workshops).

THE POWER OF DIVERSITY AND INCLUSION

SCORE believes in the importance, value and power of diversity — diversity of people and
diversity of thought. The diversity of race, gender, age, ethnicity, geography, and experience is
important and valuable in SCORE. Accordingly, SCORE is focused on achieving diversity
within our volunteer corps, staff, board and clients.

Not only is this the right thing to do, but it is also in accordance with national trends. Across the
U.S., the number of women-owned businesses is growing at a rate five-times faster than the
national average, and there was a 45% increase in woman-owned businesses from 2007-2016.!
There has been a 38% increase in minority owned firms from 2007-2012,% and today, 79%
percent of new women-owned businesses are started by women of color.’

Diversity and SCORE Clients

SCORE is committed to serving all clients who dream of starting or growing a business, and our
data shows that our clients represent the demographics of the general U.S. population (with the
exception of the Hispanic market, where there is room for improvement.)

Within SCORE’s FY 18 client population, 61% were women; 36% were minorities; 11% were
veterans; and 10% were people with a self-identified disability.

Targeted digital and social media campaigns, as well as public relations initiatives, have focused
on recruiting more diverse clients to make use of SCORE services. SCORE’s national marketing
strategy has a three-pronged approach of building brand awareness, generating leads to recruit
new clients and volunteers, and supporting marketing initiatives in the field. SCORE builds
awareness of its services through earned and organic media outreach, public service
announcements, and online marketing, including search engine optimization and social media.
By meeting our audiences in these digital spaces, SCORE remains top of mind and connected
with current and prospective clients and volunteers.

! http://www.womenable.com/content/userfiles/2016_State_of Women-Owned Businesses_Summary_Tables.pdf
2 https://www.sba.gov/sites/default/files/SBO_Facts_ MOB.pdf
3 hitp://www.womenable.com/content/userfiles/2016_State_of Women-Owned_Businesses_Summary_Tables.pdf
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FY18 media coverage of SCORE shows a potential audience exposure of 14,183,675,133, with
an average of 1,442 media mentions of SCORE per month. Publications include everything from
local newspapers to national business media such as Forbes, Entrepreneur and USA Today.

SCORE also connects with current and prospective entrepreneurs across several social media
channels, with more than 100,000 followers combined across Facebook (4.491 million
impressions in FY18), Twitter (1.406 million impressions in FY18), LinkedIn, YouTube
(545,453 views in FY18) and Instagram. A social media audit by a nonprofit consulting firm
demonstrated that SCORE’s Facebook engagement rate is 1,333% above the nonprofit
benchmark. Our Twitter engagement rate is 2,429% above the nonprofit industry benchmark,
and our Instagram engagement rate is 207% above the nonprofit industry benchmark. These
numbers show that we are effectively meeting and interacting with our clients on social media.

Diversity and SCORE Volunteers

Recruitment and retention of a diverse volunteer corps is key to SCORE’s future success.
SCORE onboard 3,243 new volunteers in FY18, 12.8% of whom are former clients.

While our data shows that SCORE clients report equal measures of satisfaction regardless of
their mentor’s race or gender, SCORE is nonetheless committed to growing our diverse
volunteer base and reinforcing our culture of inclusivity. We have grown from 22.33% women
and minority volunteers in 2012 to 30.80% in 2018.

This growth in the diversity of our volunteer corps is the direct result of focused actions
undertaken over the past few years. In 2015, the National Women’s Steering Committee was
formed by a group of SCORE volunteer leaders whose goal is to help recruit and retain women
as mentors and leaders in the organization and assist chapters with educational events serving
women entrepreneurs, including roundtables, networking forums and business conferences.

In 2017, a National Inclusion Task Force was formed to drive strategic cultural change
throughout SCORE. Beth Shapiro was named National Volunteer Vice President, Diversity and
Inclusion. SCORE CEO Ken Yancey officially announced SCORE’s Culture of Inclusion at the
annual National Leadership Conference, and by year’s end, online inclusivity training had been
launched for volunteers, which is now a mandatory annual requirement.

Formal, in-person inclusivity training was completed by all field leaders in 2018. The same year,
field diversity and inclusion ambassadors were tasked with the mission of spreading diversity
information among the volunteer corps. The work continues through various webinars and
newsletters, which highlight the diversity-related successes of chapters and clients.

SCORE has also solidified partnerships with key organizations to help expand our reach into
underserved and minority markets, including: Walker’s Legacy, ICCC, US Black Chambers,
and Black Enterprise.

We have also increased our focus on Spanish-language educational content, and formed strategic
partnerships with like-minded organizations who want to help the Hispanic business owners and
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entrepreneurs succeed. Examples include partnerships with the Hispanic Chambers at the
national and local levels.

Most recently, SCORE has run a social media ad campaign targeting 11 cities of varying size
across the U.S., and specifically aimed at recruiting diverse volunteers. To date, the campaign
has generated 1.08 million impressions, and 17,300 link clicks, with chapters each reporting a
strong uptick in volunteer applications.

VISION 2025: EMPOWERING SMALL BUSINESS SUCCESS IN THE FUTURE

Within an ever-changing business and economic landscape, SCORE must prepare for and ensure
organizational relevancy for the next 50 years. It is not enough for SCORE to try to manage
change; rather, we must embrace change and become change proficient. No matter how much the
landscape changes, SCORE’s ability to provide business advice and mentoring to entrepreneurs
and small business owners will remain relevant, as validated by our data.

SCORE has developed an official vision for the organization in the year 2025, which guides
decisions and organization development. This vision consists of data-driven conclusions, sourced
from numerous macro-environmental as well as SCORE-specific sources, which have been
tested and verified throughout the process.

Vision 2025 has seven elements, which are both directional and aspirational:

e CLIENT FOCUS: Client satisfaction, client success and the growth of the small business
community are the overarching criteria of our success.

¢ ACCESSIBLE: The skills and specialties of our nationwide network of fully certified
mentors can be easily and readily accessed.

e BEST-IN-CLASS: Our resources, either our own or our partners’, settle for nothing less
than excellence, so that our clients will receive the same incredible experience
independent of their location, business type or service offered.

¢ RELEVANT: We will stay aware of (and respond to) changes in the small business
environment.

e COST EFFECTIVE: SCORE will apply the most practical and current business
methodologies in the most cost effective way possible to best serve our clients.

e VALUES-BASED: We will ensure quality of the client experience and will continually
demonstrate integrity, rigor and the courage to change.

¢ GROWTH-ORIENTED: We will drive growth in the number and type of clients served,
in the breadth of products and services provided and in the capabilities of our
organization.

To effectively deliver on the Vision for SCORE in 2025, SCORE, as an organization, must
continue its ongoing cultural transformation by operating with a “One SCORE" mindset, in
which headquarters, the chapters, volunteers and the SCORE Foundation work together to
achieve the goals of an increased focus on clients, accountability and growth. This
transformation must be continually and consistently driven at all levels of the organization,
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To this end, SCORE is currently moving to a more centralized operating model in which support
functions such as accounting and technology are executed and coordinated at the headquarters
level, while direct client services and support are delivered at the field level through our
nationwide network of chapters and volunteers. This will help to ensure consistency, efficiency
and an ever increasing level of client engagement and satisfaction with our services, and also
allow volunteers to focus less on administrative tasks, and more on mentoring.

Examples of this centralization include the chapter website standardization, the social media
program and the centralized accounting program.

Chapter Website Standardization

SCORE’s individual chapter websites are designed on a centralized template, with an aesthetic
that complements the national website and strengthens brand consistency, while allowing for
customization at the local level. This customization is accomplished via editable content bands,
built-in social media sharing icons, a blog, and email newsletter signup functions.

Enhanced functionality includes SEO, mobile optimization, and search capabilities that direct
clients and volunteers toward the resources they need. A Constant Contact workshop Application
Programming Interface provides a direct import of chapter workshop data to both the chapter
website and the national website, expanding their reach and attracting more clients, The chapter
websites are uniquely connected to the national website at score.org, allowing chapters to
automatically share national online workshops and resources if they so choose, and enabling
easier site maintenance.

Chapter Social Media Pilot

Originally tested as a pilot program with 10 chapters in 2016, SCORE’s chapter social media
program has now grown to include 230 chapters. The program centralizes social media posting
and engagement services through the services of a third-party vendor, enhancing and integrating
the chapters’ digital marketing efforts with an improved online presence and increased brand
consistency. By improving local awareness of SCORE, the program targets each chapter’s main
goals of recruiting more clients, recruiting more volunteers, and driving stronger local workshop
attendance.

Data shows that this program achieves our goal of meeting potential clients and volunteers where
they are. In FY 18, chapters involved in the social media program saw an 8.9% increase in
services, compared to non-pilot chapters, which saw a 2.93% increase in services. Total
engagement for participating chapters increased by 30% over the previous year.

Centralized Accounting

Today, one of SCORE's main initiatives is to centralize all accounting and finance systems
nationwide. Centralizing accounting functions will reduce the burden on SCORE chapter chairs
and treasurers moving forward, related to reporting requirements and bookkeeping and clerical
duties, while chapters maintain control over how, when, and where they spend and raise their
monies.
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The development of uniform policy and procedures for chapter treasury operations provides
consistent onboarding and training of treasurers, reduces risk for the overall organization,
improves insights into financials of the organization to better support accounting and
fundraising.

I would be pleased to answer any questions you may have, and to provide any additional
documentation as requested. Thank you, again, for this opportunity to testify.

Respectfully submitted,
Kenneth Yancey

CEO
SCORE Association
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Chairman RuBIO. Thank you.
Ms. Craven.

STATEMENT OF DARCELLA CRAVEN, PRESIDENT, VETERANS
BUSINESS RESOURCE CENTER, ST. LOUIS, MO

Ms. CRAVEN. Good afternoon Chairman Rubio, Ranking Member
Cardin, members of the committee, and ladies and gentlemen in
the gallery.

I am Darcella Craven, a service-connected veteran and President
of Veterans Business Resource Center or the VBRC. The VBRC has
been in business since 2004, and we assist veterans and military
families who startup and expansion of small business. We are
headquartered in St. Louis, Missouri, and operate the VBOC in re-
gion seven of the SBA which covers Missouri, Kansas, Iowa, Ne-
braska, and Southern Illinois. And because of that I am really
happy to see that Senator Ernst and Senator Hawley are part of
this committee. It makes me excited.

VBRC has helped thousands of military families and military af-
filiated personnel navigate the small business world through semi-
nars, webinars, one-on-one counseling, outreach events, and train-
ing. Please review my written statement and the documents I pro-
vided for the impact that the VBRC and the VBOC has had in the
Midwest. We know there is no shortage of information out there for
small business owners. One simply has to put small business as-
sistance in Google and a million links pop up. One of those is the
SBA’s website, which is a treasure trove of information and videos.
It is amazing. However, ladies and gentleman, if I give you a gold
brick and you do not comprehend the value of gold, it is simply a
beautiful doorstop. I suggest to you that one of the most important
tasks that we do at VBOCs is help our military-affiliated personnel
understand the value of the information they are exposed to
through not only SBA family resource partners but the broader
community. We get our clients to the right resource, at the right
time, with the right information.

The national VBOC program boasts amazing success stories and
has helped thousands since its inception, yet there are still so
many more who are not aware of all the available resources, or if
they are, they do not comprehend how to actually navigate those
resources. Each partner has its own niche and the VBOC stand
prepared to help navigate those resource partners offerings. Again,
right resource, right time, right information. I have been in this
game for over 20 years and I can see the positive evolution of the
Small Business Development Centers, the SCORE chapters, and
the Women’s Business Centers.

I have witnessed the movement from the separate entities being
this is me, mine sort of like the Daffy Duck cartoon through to the
mentality of a collaborative partnership that really works together
to assess entrepreneurial need and help small businesses get the
job done. Yet, if I had a dime for every time a client said that they
did not understand a resource partner or how to navigate them, I
could just retire and focus on my dog’s Instagram account for the
rest of my life. Ladies and gentlemen, part of what we do at the
VBOC is ensure that the word gets out about the many Federal,
State, and local resources that are available, both Government and
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non-Government. We also bust up all the myths out there that
there are grants being offered by the SBA and they are just wait-
ing for veterans and small businesses to come and get them, that
we work with vocational rehabilitation for our service connected
veterans who are in the VR&E program and help them to navigate
that space, that is a whole other thing, work with the rural com-
munities and all the stuff and challenges that they have, and we
ensure that military spouses and families are not forgotten.

To that point, we must ensure that our programs are truly fo-
cused on military families and we just don’t throw the name mili-
tary family over top of an existing program just to placate that
community. Throughout my time at the VBRC, I have witnessed
the frustration of the military personnel in dealing with other re-
source partners, not because the partner was incapable, but be-
cause there was a misunderstanding in communication. As we used
to say in the Army, bottom line up front, the language barrier is
real. VBOCs provide that translation not only from the military
member but to the provider but vice versa. The VBRC has only
succeeded because we enter a community with the spirit of collabo-
ration as our lead for our charge. We look to see what is already
happening in the community, how is this ship turning, and we
asked how we can help.

In that, in our region, for example, we have offices inside the
Kansas City SBA because as we are having a conversation with a
client, it is much easier to pick up and walk down the hall rather
than make a phone call. We work collaboratively with universities
to bring Boots to Business to Reboots in Iowa that are Ag-based.
We work and share offices at the Urban League Empowerment
Center in Ferguson, Missouri, in a community that we all know
has been hard hit. We make sure that the veterans in that commu-
nity are getting the same service. We partner with St. Louis dis-
trict to host week-long national small business training so that we
can celebrate small businesses completely. We move clients to the
well-established military Veterans Service Center at Bellevue Uni-
versity. There is no need to reinvent the wheel. It already exists.

We partner with the Kansas SBA to bring the 2019 Kansas Sup-
plier’s Conference in conjunction with way too many partners to
name here. We have 100 percent participation by our SCORE and
SBD chapters on all seven military posts in our region and I will
take a hooah for that. As military members and entrepreneurs, we
are used to finding resources and collaborating to make a mission.
We understand how to read the environment and pivot as nec-
essary, and indeed this program’s growth is proof that centers can
and have collaborated.

Consider this as I conclude, in 2018 alone we had 4,827 coun-
seling sessions, participated in 146 training events, had over 45
outreach events, and that is willfully old because it is my problem
for not getting stuff in, and conducted 38 Boots to Business ses-
sions all with 3 staff members and over 100 volunteers.

I ask you to understand that if we are truly to record our impact
and not just activity, we need to ensure funding and legislation
that allows us to hire the appropriate staff and pay them well so
that we can maintain consistency across entrepreneurial develop-
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ment programs. We need to ensure that our programs are not only
stabilized, but they can grow.

Thank you for your time. I welcome any questions and make it
a powerful day.

[The prepared statement of Ms. Craven follows:]
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Written testimony to the United States Senate Committee on Small
Business & Entrepreneurship

Darcella K. Craven, President Veterans Business Resource Center and
Executive Director of the Veterans Business Outreach Center for
Missouri, lowa, Nebraska, Kansas (MINK)

Chairman Rubio, Ranking Member Cardin and members of the Committee, thank you for the
invitation to provide testimony for this important hearing. My name is Darcella Craven, a service
connected veteran and President of the Veterans Business Resource Center, or VBRC.

VBRC s a nonprofi, 501(c)3, community-based resource center established because of Public
Law 106-50 Veterans Entrep hip and Small Busi Development Act of 1999 and has
operated continuously since June 7, 2004, Its mission s to train, mentor, and assist
transitioning military, National Guard and Reserve members, in addition to our nation's veterans
as they start and grow their small businesses. The VBRC's client base includes Veterans,
Wounded Warriors, Service Connected Veterans, and their family members.

The VBRC specializes in providing small businesses the skills for start-up and/or expansion of
businesses through workshops, online via LivePlan.com and face-to-face counseling. These
services include local, state and federal government procurement, financial literacy, business
insurance education and public speaking for p ions. We offer business training which
includes, but not limited to, business skills training, marketing, pitch competition preparation
and financial management.

VBRC is a multi-award-winning organization operated by a highly-skilled staff and is recognized
as one of the Top 15 Organizations to Make Your Business Grow in St. Louis, What's Right
With the Region award in 2017 and the 2015 VBOC of the Year. The VBRC has over 15 years
of established relationships to achieve our mission.

The VBRC's relationship with the SBA has been exceptionally strong since 2004. We have
been the Veterans Business Qutreach Center (VBOC) since 2008, we have had the opportunity
to leverage our relationships with regional and district SBA offices as well as other regional SBA
resource partners. The VBRC has earned a reputation for seeking out and establishing
innovative collaborations and partnerships to utifize limited resources and utifize marketing and
communication platforms to maximize small business awareness and marketing distribution,

The VBRC and the leverage of our resource pariners, makes us a clear leader in our region's
entrepreneurial ecosystem. As such we hold active membership in many chambers,
committees and special boards both as an agency and in our personal lives. We believe in
conducting ourselves as community members in the same way we instruct our clients. Each
staff member is encouraged to participate in community outreach, not necessarily associated
with entrepreneurship but to maintain their connection to the communities in which we serve.

1
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Veterans Business Quireach Center (VBOC):

The VBOC program Is designed to provide entrepreneurial development services such as business
training, counsefing and resource partner referrals fo transitioning service members, veterans,
National Guard & Reserve members and military spouses interested in starting or growing a small
business. Services provided by the Centers include Pre-Business Plan Workshops, Concept
Assessments, Business Plan Preparations, Comprehensive Feasibility Analysis, Entrepreneurial
Training and Counseling, and Mentoring to name a few. The SBA has 22 organizations
participating in this cooperative agreement and serving as Veterans Business Qutreach Centers’
{VBOC).

Geographic Area Served and Constituents Served:

Qur VBOG Program concentrates on SBA Region Vil We have agreements with each district SBA
office within our region, as well as reglonal resource partners, to leverage office space for counsefing
and events and technology infrastructure for communication and increased distribution of available
resources within the overall region. We are headquartered in Missouri and our regional focus is the
St. Louis Metropolitan area including the six counties In ilinois (Clinton, Jersey, Madison, Monroe, St.
Clair, Bond}. We are 15 minutes from Scott Air Force Base and have conducted entrepreneurship
classes on post since 2004. According to the 2016 SBA Office of Advocacy Small Business profiles
for MO, 1A, NE, K8, approximately ten {10) parcent of small businesses reported that they had one or
more veteran as majority interest owners (MO~ 11%, 1A — 8%, NE - 9% and KS - 10.5%). The
Census found that seven {7) percent of Veleran business owners were service disabled; and the
estimated number of Veteran and Service Disabled Veteran Owned Businesses {SDVOSB) in
Region Vi, {see our VBOC @ VBRG impact Graphic)

in a review of the State Cerlified Service Connecled Veleran Owned Businesses only 170 certified
firms in Missouri are fisted and an even lower number in Kansas. We are positioned to assist these
states with identifying and helping to register more small businesses who meet cerfification
requirements. We have spent considerable time building relationships in the enfrepreneurial
comemunity to bulld trust among partners to achieve this. Qur goalis I increase the registered,
cerfified veterans by 30%.

The VBRC has a collaborative partnership with the Veterans Administration Vocational Rehabilitation
& Employment {VR&E) program fo work with alf service connected veterans interested in self-
employment. The Center facilifates these self-employment clients through the same process keeping
in mind the challenges these veterans may have with meeting us at our faciliies. We work with the
client online and directly with the VA counselor to help the veteran create a viable business plan with
potential funding by the VA, We have only recently begun tracking these clients at the request of
Vocational Rehabilitation. We have tracked 100 VRSE clients since 2004 mostly in MO with over
$300.,000 In VR&E funds being granted. Our goal is to increase this by 10% in MO and build in each
state.

We support B2B, Reboot B2B and positioned to support the Reboot program at six (B} military
installations in Region VIl and one {1} installation in Region V. The Family Readiness pariners
estimate between 700 - 800 military personnel will transition in 2018 from our smallest post {(WAFB)
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to over 5,000 at our larger installations. The B2Bs average 20 transitioning military and their families
in each class which are held, at a minimum, quarterly on each post. Some posts, such as WAFB,
Leavenworth and Riley, consistently have over 35 participants on a waiting list. There are 43 B2Bs
scheduled for 2018 across our region. We now have 3 B2B trained staff to support an increase in
B2Bs scheduled by SBA staff or TAP.

Understanding the Value

There is no shortage of information out there for small business owners. Simply Google small
business assistance and a million links pop up. Information ranges from high quality and well
researched technical articles to anecdotal stories from past entrepreneurs which trend towards
emotional. The SBA's website is one such fink and a treasure trove of information. While the
information is great, the videos are informative and the links that lead from it also fall on equally
informative sites, it is an excellent example of what it is like to drink water from a fire hose.

Ladies and gentiemen, if | give you a gold brick and you do not understand the value of gold, you
have a beautiful doorstop. | suggest to you that one of the most important tasks of the VBOCs, is fo
help our military affiliated client understand the value of the information and navigate the
tremendous information out there. Alongside the information they can Google, helping them
understand how to utilize and access the SBA family of resource is equally important. We get our
clients to the right resource, at the right time, with the right information.

Throughout my time at the VBRC, | have witnessed the frustration of military personnel in dealing
with other resource partners, not because the partner was incapable, but because there was a
misunderstanding in communication. As we said in the Army, Boftom Line Up Front, the language
barrier is real. VBOCs provide that translation not only from the military member to the partner, but
vice versa.

Just focusing on the SBA resource partners each on has its own niche. | have worked in this space
for over 20 years and below is my perspective of the challenges and potential sofutions:

SCORE Mentors: Highly educated, specialized volunteers who are dedicated to helping small
businesses navigate the small business world. This group of people are a fremendous asset fo a
small business owner as they often bring years of experience in marketing, finance or sales to a
client at no cost. They offer specific trainings which are segmented i.e, social media marketing
versus marketing strategy.

Challenges:

« Volunteers might have an excellent grasp on marketing, but it may come from 30 years
operating a marketing department in a large corporation.

= Aclient might ask marketing questions of a volunteer that has more experience in finance.

e There may not be a Chapter close to a community considering the vastness of our nation's
rural areas.

Solutions:

» VBOCs ensure a client is specific about the type of mentor they need. Being clear that
they need marketing, finance, sales etc expertise gets them to a mentor that can assist
immediately.
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* VBOCs help the client formulate specific questions to ask and/or navigate which SCORE
classes might be best.

» The VBOC can ensure that if the SCORE chapter doesn’t have a local mentor, they
access the online SCORE program which has access to many mentors nationwide.

Small Business Development Centers: These Centers are located inside universities or affiliates
which make for an excellent opportunity to get academic, highly researched training and
assistance. Often counselors are highly trained researchers in their field such as exporting,
economics or marketing. Or their counselors are ‘recovering lenders’ and their expertise in finance
and lending is invaluable. Clients have access to university level resources, the latest research and
counselors who understand how to interpret that data. Due to university resources, they often have
state of the art technology, can set up extension centers and can access data from reciprocal
universities from around the world.

Challenges:

» Generally, these centers are located on college campuses which can be a bit intimidating
for refurning military members or spouses.

» SBDCs are not set up to assist the “dreamer” entrepreneur. This program, with its high-
level resources, is best suited for expansion clients or startups with significant resources
available to them.

»  While the SBDCs do offer classes, they are also open to all small businesses and do not
specifically focus on military affiliated personnel,

* Depending on the region, they may have boundaries they cannot cross so they do not
encroach on another university or they may be in a specialized institution i.e. agricultural
based or technology. This could limit the expertise in the consulting staff,

« SBDCs located on campuses, may not have the time to fully engage in the community due
and may or may not be a part of Chambers, statewide programs or community
organizations. Those Centers located in extension, often have more flexibility and can
connect outside of the entreprensurship space.

Solution:

« Aswith SCORE, ensuring that the client is prepared for the level of expertise offered in
each SBDC is important. The VBOCs can assess the preparedness and direct clients
as appropriate.

«  Often municipalities require specific training to apply for contracts and SBDCs usually
host those trainings. VBOCs bring awareness of those trainings and help clients
determine if the time is right for engagement.

= Dreamer clients can be served interally (or appropriate partner) unti they are ready to
move into the more advance SBDC classes or certifications.

3. Women's Business Centers: These Centers are created to empower women entrepreneurs
with resources and tools to create strong sustainable businesses. They help women navigate
the business needs and manage other challenges a woman business owner might have that a
male counterpart might not. They do offer free trainings and counseling as well as more
4
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advanced programming which might cost. They are usually Centers that help with women'’s
certifications and procurement. They often have micro lenders or are located with other
economic development institutions.

Challenges:

» The women's centers usually focus on focal small businesses within their Center's
footprint. This strong emphasis on local development can be a challenge for a military
spouse that may not be staying in the community due fo duty station change or discharge
from the service.

¢ The general information offered is excellent, however, more specific information may be
impossible to ascertain because of the WBCs boundaries.

« Military spouses, largely still women, often have small micro business but client abilify to
receive a loan, even a micro loan, may be limited due to no or fow credit, lack of collateral
or limited resources.

* Many women veteran and military spouses live on military post or are surrounded by
mifitary friendly communities. When they transition, they often end up in communities
where the population of military affiliated personnel is small.

Solution:

« Incase of deployment or duty station change, the VBOG can help the inilitary spouse find
a reciprocal WBC, other resource partner or pick up the counseling as we have a regional
reach.

* VBOCs often have knowledge of like-minded agencies, governmental and
nongovernmental, in the area where the client will relocate and can connect the client,
current WBC and the future WBC together so they may collaborate.

¢ The VBOC can help the client connect to communities outside of the military base or
community and begin to establish relationships that will help the businesses thrive. VBOCs
can also serve as a space that understand the military experience as a large majority of
the consultants and staff or either veterans or military family members,

This is most certainly not conducive of all Resource pariners and reflects my dealings with our
resource partners and how we have worked with them over the last 15 years.

Funding of the VBRC:

As an Army veteran and nonprofit manager, | am used to finding resources and collaborating to
make a mission. | understand how to read the environment and pivot as necessary and indeed the
VBRCs growth is proof that we can and have collaborated well. Consider this, in 2018 alone, we
had 4,827 counseling sessions, participated in 148 training events and over 45 outreach events
and conducted 38 B2B sessions, all with 3 staff members and over 100 volunteers.

However, if | am to truly record and understand our impact and not just activity. if | want to do
strategic planning, ensure administratively we are recording afl information and build stronger
relationships with volunteers and the community, | need to raise additional money. | raise funds to

5
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aliow the hiring of appropriately trained staff; pay them well to maintain a consistency in contacts
across our region and keep them professionally developed; and ensure enough funding for
oufreach in 4 states. We must focus on not only stabllizing the center, but on growth.

Conclusion:

VBOCs stand prepared to help navigate the resource partner offerings. Right resource, Right time,
Right information.

| have been in this space for over 20 years and can see the positive evolution of the small business
development centers, SCORE, and the women’s business centers. | have witnessed the
movement of these separate entities from the “this is mine” mentality to collaborative parinerships
that conspire together o assess entrepreneurial needs and help small businesses.

Part of what we do at a VBOC is ensure that the word gets out about the many federal, state and
local resources that are available ~ both government and nongovernment.

We also:

« bust myths about “grants” offered by the SBA for small business,

» work with vocational rehabilitation seff-employment through the VA for our service disabled
members,

* work with rural communities that have their own set of challenges,

+ And we ensure military spouses and families are not forgotten.

To that point, we must ensure our programs are truly focused on military families and they are not
just thrown in as an aside to placate that community.

The VBRC has only succeed because we enter a community with the spirit of collaboration as the
lead for our charge. We look to see how the ship is moving and ask how we can help tum the
wheel. In our region we,

» have offices inside the Kansas City SBA which ensures a conversation can be had by
walking a client down the hall rather than make a phone call;

» work collectively to bring Reboots to lowa that are focused on Agri-businesses;

» share office space in the Urban League empowerment center in Ferguson with the SBDC
to bring our services to military families in underserved communities;

s partnered with the St. Louis District office to host a week long national small business
week celebration

* move clients to the well-established veteran's entrepreneurship program in Omaha ata
local university ~ no need to reinvent the wheel

o partner with the Kansas SBA to bring the Kansas Suppliers Conference in conjunction with
too many partners to name

» have 100% parficipation by SCORE & SBDC at all 7 military post to conduct Boots to
Business classes.

Qur partnership refationships have stood the test of time. We look forward to 15 more years of
service to our military communities.

Thank you for your time and attention to this matter. Make it a powerful day!

Respectfully Submitted,

Darcella K. Craven, President
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Senator CARDIN [presiding]. Well, let me thank all the witnesses
as we indicated at the beginning of the hearing. We are shuffling
back and forth because there is a series of votes on the floor of the
United States Senate. So, I have already cast my vote on this vote
and so chairman Rubio is going to vote and then he will be coming
back. So, Ms. Haughton, I want to start with you if I might. Sorry
I missed your testimony, but I have been briefed about it.

I have been educated as to why we have limited service for the
women business centers in Maryland and I have been told it is be-
cause we had the local capacity through resource partners to be ac-
tive in Rockville through a group that was prepared to provide the
services that are needed. And as you have pointed out, you have
also provided services up in Frederick and in Bowie but because of
the cap of $150,000, it makes it difficult for you to expand services
although you are prepared to do that.

So, if the cap was raised, you say you could handle services in
other counties. How would you go about doing that in Maryland?

Ms. HAUGHTON. So typically, thank you for the question Senator
Cardin. Typically, the way we work within the State of Maryland
is we partner with the economic development organization as well
as other resource partners. And so, in Frederick, Montgomery, and
Prince George’s County, we get funding support from the county of
Prince George’s County. We get funding from the city within
Bowie, the city of Rockville, Montgomery County Government, as
well as the economic development organization, and the economic
development organization in Frederick. What we look to do when
we expand into other counties is to also encourage the economic de-
velopment organizations there to partner with our program to en-
sure its success. So, it is critical for us that as we look to move on,
besides getting the Federal dollars which, we know we have to
match dollar-for-dollar to work with the local economic organiza-
tions to ensure that we meet that match.

Senator CARDIN. But there may well be areas on which the re-
sources locally are not as available in other counties that are un-
derserved, and therefore, we are really dependent upon the re-
sources of a community which works to the disadvantage of under-
served communities, does it not?

Ms. HAUGHTON. So, it does, and it is interesting you say that be-
cause, for example, we have been in communications in Southern
Maryland and resources are scarce there, so what we had talked
about is doing a collaborative tri-County support for the program
so that we can make sure the services for women entrepreneurs are
available to them. So, for us it is critical that we engage them at
whatever capacity they are able to assist in supporting our pro-
gram but also to reach out into the community. We have a lot of
volunteers that participate in assisting our women entrepreneurs
and so we do tap into that as well.

Senator CARDIN. And I thought Senator Coons point in the last
panel was very accurate and that is there is a relatively small
amount of Federal funds involved here that is leveraging a lot of
activity in the private sector and volunteers, etc. We recognize that
but we want to make sure that it is fair. That is underserved com-
munities get the needs that are required that they need even more
than other communities and it is becoming a challenge. If any of
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you want to respond, you heard the Inspector General talk about
the loose structure within the SBA on both the grant making and
on accountability. How do you find working with the SBA as to the
understandings of the mission and accountability and performance
in the grants that you are receiving?

Mr. MYHRE. I would be happy to respond.

Senator CARDIN. I am going to interrupt for a moment.

Senator Markey has not yet on his roll call. Please do. Now with
the question.

Senator MARKEY. An excellent question so do not forget it. In
Massachusetts we are very proud of our Women’s Business Center,
the Center for Women and Enterprise headquartered in Boston.
They were founded in 1995 and are set to expand in their efforts
to cover New England, Vermont, Rhode Island, and it uses the SBA
funds and programs we are discussing today to make a real dif-
ference in the region. And the Women’s Business Center serving
Eastern Massachusetts trained and counseled over 1,200 women,
and they helped those women-owned businesses create over 1,000
new jobs and put $30 million into our region’s economy. And the
Center for Women and Enterprise did all that using a staff two

eople dedicated to this mission and that is because there is a
5150,000 cap on these Women Business Center grants.

And they told me directly that they could do so much more so
I would like to echo what I have heard so far, what I know Ms.
Haughton has already spoken to, and I would just like you, if you
could briefly to just expand on that, that if you lifted the cap what
happens in terms of opportunities for women and job creation?

Ms. HAUGHTON. Thank you for that question. One of the things
that we—the reason why we are asking for the cap increase is be-
cause we know that there are constraints in what we are actually
been at being able to perform and do in our State. If we were able
to get the cap increase to $350,000, which is what we are asking
for, we would literally be able to expand more effectively through-
out the State of Maryland. We are already right now——

Senator MARKEY. By extension in Massachusetts.

Ms. HAUGHTON. Exactly. For every Women’s Business Center,
and I can only speak to mine right now, but for every Women’s
Business Center, it is the same situation. If there was an increase
in the cap, they would be able to expand more. And then the other
thing I would add to that is, instead of creating new centers, it
makes sense to increase the cap for centers that have already prov-
en they are effective, they are efficient in what they are doing, they
have a record of their performance, and it makes sense to enable
those centers to be able to expand into other areas instead of just
recreating new centers.

Senator MARKEY. Exactly and I thank you so much. And, you
know, I apologize because the roll call is on the floor and I don’t
want to miss—but I did not want to miss asking that question.

Ms. HAUGHTON. Thank you.

Senator MARKEY. Sign me up for this mission to increase the cap.

Ms. HAUGHTON. Awesome. Will do.

Senator CARDIN. Thank you, Senator Markey. Now, if we go back
to the question as to how effective you are and how clear it is to
you the accountability standards as a resource partner in the
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%raélts that you are receiving and how this is being evaluated by
BA.

Mr. MYHRE. Certainly. Thank you for the question Senator
Cardin. I think it is extremely clear from an SBDC’s perspective.
When you look at the Small Business Act and you look at the code
of Federal regulations, there is a clear understanding what types
of reviews and accountability SBDCs are subject to in order to re-
ceive the Federal funding which they receive.

All SBDCs are required by the agency to go through annual
project office reviews and every other year program manager re-
views, which are really programmatic reviews looking at the cen-
ters or SBDC’s compliance and performance, but also in statute we
are required to go through every other year financial reviews but
as an educated CPI will tell you that they meet almost every single
standard as relates to general governing accounting practices. So,
they are really financial audit examinations. Furthermore, SBDCs
are part of institutions of higher education, generally public insti-
tutions of higher education, and therefore are also subject to their
own now university reviews and to our State auditor reviews.

So, we are reviewed consistently to assure that we are being good
stewards of the taxpayer dollars that we receive, that all resources
are allowable and allocable to their intended purposes, and that
funds are not being commingled or spent any unallowable way.

Senator CARDIN. Thank you. I appreciate that.

Ms. CRAVEN. Senator, I am going to add that plus as a nonprofit
organization we also have a whole lot of folks making sure that we
are doing things properly. I think the challenge that we have as
the new kids on the block with the SBA is that we are so entrepre-
neurial. We are looking to pivot, we are looking to do all these
things, and the SBA has regulations and rules they must follow.

So, it often causes us to kind of say, okay, well we want to do
this. Our grants manager gets us every time, she is like, no you
can’t do that. Here are the rules you have to follow. So, we have
a great time with them. As a matter fact, we have such a good rela-
tionship that throughout our time, we have been doing this since
2008, we have moved from a Web-cat database which was similar
to EDMIS, to now a Neoserra which is much more dynamic, and
it makes for a lot easier for us to put in data and put information
and parse that out as we need to.

So, our challenge is not really us with them, it is them keeping
us to make sure that we are ensuring that we are following our no-
tice awards because again as an entrepreneurial agency, we are
constantly wanting to jump and do these kinds of things. So, I
would say the SBA folks do a great job of making sure that we
keep in order. I would also, if I had a magic wand, I would and
I know as a taxpayer I do not want to see this, but as a person
who tries to help small businesses, I would love to see them have
1&; little more flexibility in how they can work with the programs

ere.

I mean it is really difficult to try to figure out ways to ensure
that we are giving good information to the clients that are coming
out as in keeping with all of these rules that you have to do, oh,
and by the way, the entrepreneur is trying to take off and do
things, so.



89

Senator CARDIN. Mr. Yancey, in the SCORE program, how? That
is what the recent audit was?

Mr. YANCEY. Yes, sir. My perception is over the last number of
years the SBA is doing more and better to hold us accountable as
an organization. The call for the IG audit is the first audit that our
organization has had in many years. I go back 26, I think it has
been at least 10 since the IG came in and visited us. I think as
Mr. Gutierrez said a little bit earlier, there is a great deal more
focus on the transactional aspects of our relationship. How we fol-
low through and follow up on the rules and regulations, and clearly
you saw that the answer to that, in several instances, is not well.
I do think that there are some systemic issues with us, and I am
counting on SBA, the Office of Entrepreneurial Development, and
certainly the IG to help us get everything on track. And I believe
that they will, and we will stay there.

Senator CARDIN. So, and any one of you, I am interested as to
how easy it is for you to interact with other resource partners in
your same areas. I recognize that you do not have any others in
Maryland, but do you have contact with Women Business Centers
and you share issues with the Veterans resource partners? Is there
a sharing of information and do you recognize how the grants are
being used in other communities so that you can use best practices
to try to expand the services that you are providing?

Mr. YANCEY. Senator Cardin, if I may. I believe that there is ex-
cellent sharing particularly at the local level where resources exist
in communities or where they are close. I think that there is excel-
lent referral opportunities, best practices. I think we share clients
is not the right term, but we move clients back and forth depending
on the expertise and the benefit that different programs bring at
the national level. I have good relationships with my counterpart
at ASBDC, with Women’s Business Centers brand new to the posi-
tion, and expecting similar so I think the opportunities are good to
continue and I think the relationships are positive.

Mr. MYHRE. Senator, the SBDC has great collaboration and I
think I would say what Mr. Yancey said, it is more at the local
level and it is necessarily at the State level. Florida is a very large
State and as you indicated earlier, WBC, SCORE, and VBOCs are
not in every market, therefore requiring SBDCs to be more flexible
in the scope of services in which they must serve or offer and in
the markets in which they must serve.

But I can tell you that from my former experience in Minnesota,
I actually stood up and created SCORE chapters within SBDC
markets because we came to an agreement at the Statewide about
what the specific services and markets we would focus on through
each program. And through that type of collaboration, we were able
to expand the services of many of the programs that were not in
existing markets previously, assuring that the full scope of services
and the diversity of services could be available to all entrepreneurs
no matter what stage of the life cycle in which they were at.

Ms. CRAVEN. And to add to that, I am going to say, yes now. I
have been in this business for a while and when I first started, the
answer to that question would have been a resounding no. Not one
resource partner wanted to work with each other, period. I have
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my numbers to get, you go and get yours. That was kind of how
it was. Over the last, gosh, maybe 15 years?

We have built solid relationship specifically in the region seven
or sometimes it is just us coming and supporting your event so that
the other organization can see that we really are here to help you
and we are not here to take your client or any of those kinds of
things. You have that mentality because I strongly believe that a
lot of the metrics that are being asked for from all of us are very
activity-based metrics. How many folks can you get, how many
gudsinesses can you start, tell me how many counseling hours you

id.

Those are all important and we like to see them so that we can
measure how you are spending your hour, but it is harder to really,
truly show impact for how you developed a business from the
woman who walks in the door and has no complete idea what she
wants to do all the way through to a business who is now hiring
75 other people who look and act just like her from her community.
Trying to measure those activities is very impact and it takes a lot
more time. Unfortunately, we all sometimes only have a year to try
to get those in, so I think if we can move away from a whole lot
of just activity-based metrics, still want to use those, but then also
figure out a way how you can include some of the more impact
based metrics, I think that you would not have that problem at all
across the country.

Senator CARDIN. Just by observations, I have seen different cen-
ters, especially in the Small Business Development Centers, that
have different capacities and a lot of it is local abilities. I recognize
that. And the fact that there is not a lot of Federal resources going
into any one particular program based on the services that they
have, it seems to me that sharing of information, particularly about
local capacity to expand service is very important to leverage these
programs to the maximum extent possible.

So, I think that the sharing of information will challenge commu-
nities to do better and provide additional services. I really do think
though that there is a need for special attention to underserved
communities and that is a requirement that is on the program. I
recognize that, but when you look at the numbers, we are still not
reaching where we should in underserved communities. So, as we
are looking at reauthorization, we would welcome your suggestions
and thoughts as to how we can better accommodate the objectives
of these programs.

We have already heard about cap increases. I recognize that, but
there may be other aspects in reauthorization where we can help
you share information, build greater capacity in communities that
do not have that capacity today to be able to apply for and get
these grants, and then with particular emphasis on underserved
communities. We would appreciate that information. I know the
chairman will be returning momentarily. The next vote started
around four minutes ago. What I am going to do because I know
they are trying to keep these votes moving now on a 10-minute
cycle because people are anxious on the floor of the Senate. We are
going to go into a brief recess, and the chairman should be return-
ing, as I said, momentarily. Thank you.

[Recess.]
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Chairman RUBIO [presiding]. Nobody else is here. Everybody else
is voting. I think maybe though, let me just get this one out of the
way because I do want to get to other topics other than SCORE,
but and I am sorry I am going to ask this.

Mr. Yancey, I wanted to ask, first of all, and I do not want to
make this about you because it is not. This is a systemic issue that
you are talking about. So, but I am asking this for a reason. Your
compensation is largely from foundation funds, meaning raised
from the private sector, is that correct?

Mr. YANCEY. A portion of my income, yes, does come from the
foundation.

Chairman RUBIO. But, when an executive coach consultant was
hired, it used solely Federal grant funds rather than not-for-profit
foundation funds. That is what the IG found, is that correct?

Mr. YANCEY. Yes.

Chairman RuB1o. Why is that?

Mr. YANCEY. It was a mistake on our part. We had not thought
to divide that cost. We will happily fix that. We do, sir, provide a
stipend from the foundation to the association every year just to
make sure that we do not improperly take advantage of the Fed-
eral dollar on that side of our business, and it is not enough to
cover that particular expense with the coach. And that was inap-
propriate. It is totally on my watch, totally on my head, and we
will fix it.

Chairman RUBIO. And the Board of Directors solely use Federal
grants and not the not-for-profit foundation funds to support the
meeting expenses. Do you put that in the same category?

Mr. YANCEY. We will put that in same category. One-twelfth of
our board time spent on the development foundation side and we
will make sure that one-twelfth of those costs are properly ac-
counted for. Again, the stipend which is $4,000 a year is certainly
sufficient for some minor accounting things but not sufficient for
that meeting, and you know it is again my responsibility, my fault,
and my apologies, and I will fix it.

Chairman RuB1o. And how about the argument you heard made
already that it is very difficult to manage at the district level
where the funds are being spent and decisions are being made of
such a large number of—the argument is that there should be some
more centralized oversight and more uniform standards. Is that
something that you think would be appropriate given what we
learned?

Mr. YANCEY. I think that it is absolutely required, and we re-
cently completed a futures initiative related to our program, and
what we recognize is that we need to centralize far more functions
than just that. We have spent the last two years developing a cen-
tralized accounting system. It is now being rolled out to 20 chap-
ters. We will have all chapters on board in 2020. We believe it is
absolutely the right thing to do, and as I mentioned in my verbal
testimony, it does eliminate all checks at the chapter level, all cash
at the chapter level, debit cards and credit cards, so the oppor-
tunity for risk, theft, or any other type of issues at the chapter
level will be lessened dramatically.

Chairman RuUBIO. Okay. Mr. Myhre, the Florida SBDC network
has played a vital role in disaster recovery. I don’t think a lot of
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people associate these programs when we think of disasters we
think about FEMA but the incredible role this has played in—could
you, and we have had a series of disasters not just Northwest Flor-
ida but hurricanes, the previous year where we had all this red
tide and algae blooms that have always had a tremendous impact
on small businesses. So, could you sort of walk us through a little
bit, describe the specific role that the SBDCs have played following
disasters in Florida which has been a State impacted, unfortu-
nately, by a number of disasters over the last few years.

Mr. MYHRE. Certain. A number of places across the country have
been impacted by major events but Florida especially over the last
two and a half years, four major hurricanes

Chairman RUBIO. Don’t say that too much because then we got
to share the money with these other places. Florida has been un-
usually

[Laughter.]

Mr. MYHRE. Florida. Florida has been hit hard.

Chairman RuUBIO. This is a joke in case people are watching.

Mr. MYHRE. There is not one square acre in Florida that has not
been touched by a major event over the last two years.

Chairman RUBIO. Good job.

[Laughter.]

Mr. MYHRE. Four hurricanes, red tides, algae blooms. It has been
a constant in full-time job, especially for Florida SBDC because of
our position in Florida statute. We are defined as the State’s prin-
cipal Small Business Development organization or agency. And be-
cause of that particular placement, we are part or an instrumental
part and defined as a primary principal partner as the State’s
Emergency Response Team, specifically for business industry and
economic stability.

So, we work hand-in-hand with Florida Department of Economic
Opportunity, the Department of Emergency Management, and we
are there at the State Emergency Operations Center when a major
event occurs. So, when FEMA and SBA come in to Tallahassee and
into that SEOC, we are there with our State agency partners to
drive and direct the work. I think that that is a unique quality of
Florida. I think that we are probably the national leaders in that
respect, making sure it is the State that is really driving the bus
rather than the Federal government when it comes to the alloca-
tion or appropriation of those Federal resources immediately fol-
lowing a disaster event.

So, the Florida SBDC works hand-in-hand with SBA, and the co-
operation and collaboration especially with the number of events
that occurred over the last two and a half years has actually sig-
nificantly improved, but it was not always that way. It would be
the fact that SBA would come on in and simply move forward on
their own and in their own judgment, but the State has done a
much better job of just basically instructing the agency to work di-
rectly with the SBDC.

So, after Hurricane Michael, I am proud to say that within 10
days we stood up 10 business recovery centers well before FEMA
stood up its first disaster recovery centers. That created certain
challenges and chaos in certain areas, but we put two of our mobile
assistance centers right in the heart of the most impacted areas
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after Hurricane Michael, had SBA personnel there to assist the
businesses and the citizens, the homeowners, renters, etc. with dis-
aster assistance in Panama City and in Mexico Beach.

So, I am very proud of that work and the assistance that we have
been able to provide, but that takes away from what it is that we
are charged to do, and for that, for all intents and purposes, the
performance expectations that our agency expects of us on blue sky
days has been a full-time job. No additional Federal resources or
State resources to do that work so it has taken away from core op-
erations and now it creates challenges about what we do in the
long term. We have been challenged in fact that while there is the
RISE Act that was not intended to be a mechanism to provide re-
sources for all of the entrepreneurial development programs to pro-
vide long-term recovery assistance. It has not been proven to be
fruitful for us. And what I mean by that is we were basically in-
structed go to EDA or go to HUD where there is disaster supple-
ment money following Hurricane Irma. And we did that, and we
put an application forward to EDA and we did not get funded. And
that was to provide the long-term necessary assistance that small
businesses needed well after FEMA and SBA left to ensure that we
were not just giving them Federal Government assistance, that is
these disaster loans and more debt service to add to their financial
burden, but helping them make sure that they were able to recover
their markets, expand their markets, you know, recoup or rebuild
their businesses to assure that they would be paying that taxpayer
debt service.

So you know, that is what keeps me up at night right now is
what am I going to do to make sure that I have to allocate our gen-
eral operation funds, this long-term recovery system that is still
needed so desperately, and in Monroe County, which is the Florida
Keys for those that don’t know, to the other adversely impacted
areas, the Southeast, or excuse me, the Northeast into the South-
west, parts of the State and certainly now to panhandle of Florida.

Chairman RUBIO. Thank you. Miss, I am sorry if I mispronounce
this, Ms. Haughton. Haughton, got it. Yes, when you look at the
statue not only explicitly requires Women Business Centers to pro-
vide financial, management, and marketing assistance to small
businesses owned and controlled by women but from your testi-
mony it is clear that this program provides women entrepreneurs
with much more than what the statute describes.

So, as we move forward with the authorization process, how can
the Small Business Act be modernized to better reflect the services
that are being provided by Women’s Business Centers?

Ms. HAUGHTON. Well I had mentioned a number of different
things that we think need to be consistent across the board for all
entrepreneurial development programs, but I think it is important
to note that the Women’s Business Centers are most impactful
when they have the flexibility to pivot and to really meet the needs
that we find are arising within the communities we serve. And so,
we need to be able to have the flexibility to tailor programs specific
to the needs that we see of our women entrepreneurs.

Chairman RuUBIO. After you have heard today repeatedly, the
Women’s Business Centers provide counseling and training tailored
to fit the needs of these entrepreneurs. There are only 116 of these
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centers across the country so it is impossible for them with only
116 centers to be everywhere. In Maryland, how is the WBC pro-
gram in general partnered with the other resource partners to en-
sure that entrepreneurs have access to those unique services even
if they do not have a physical center nearby?

Ms. HAUGHTON. Right. Well, thank you for that question. I think
partnership is critical and that is how we operate our Women’s
Business Center, That is how most Women’s Business Centers op-
erate because, as you mentioned, our resources are scarce and so
just at this table here we have worked with some Small Business
Development Centers. We have referrals that we do back and forth,
particularly on the local level.

We have a conference, an annual conference, where we had the
VBOC actually participating in it and we recently had a meeting
with our local SCORE chapters to really identify what are the ex-
pertise that their counselors bring that we can tap into for our
women entrepreneur. I think collaboration and partnership is crit-
ical and we do not only do it with the SBA resource partners but
just going within the community and pulling in on volunteers that
are willing to, you know, devote their time to support our entre-
preneurs is also key.

Chairman RUBIO. Thank you. Ms. Craven, throughout this reau-
thorization process one of the challenges that keeps coming up in
over and over again is the lack of clear and consistent metrics on
the SBA’s entrepreneurial development programs. Currently the
annual performance report includes metrics on the number of cli-
ents that are served by the VBOCs, the number of Boots to Busi-
ness participants, the number of businesses formed from the pro-
gram but as a practitioner of the program, do you believe that the
anetrigs are giving us a full picture of everything the VBOCs are

oing?

Ms. CRAVEN. As with all things in small business, Senator, the
answer is it depends. So, if we are just talking about, as I said be-
fore, activity-based things, then yes, we can measure how many
times people come to a program. You could have numbers driven
things, those are all possible. Unfortunately, what we are not able
to measure is how long it takes sometimes for a person to hear a
bit of information and then finally get to a resource partner.

We here at the VBRC we could actually, we do actually have a
process where I can measure when you first call me, how long it
takes you to actually sign up so we can measure that particular
time, then how long it takes you to respond back to an email or
a phone call or come to an event, and then we can measure all the
different pieces, so how long does it take you to go to the SCORE
concert that we suggested you get to or the SBDC class that you
are supposed to go to or did you go through the certification train-
ing. We can do all those kinds of things. That is really harder to
measure, a person’s mentality to call up Darcella and say, Darcella
we sent you to a program, but we see yet that you haven’t gone.
Why not? She is going to come back and say, I have got these prob-
lems, I have got kids in school, or something happened. Life exists.
There is all these other things that can impact. I need a new job.
There are all these other things that are really harder to try to
measure. So again, it depends.
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Yes, if you just want activity-based stuff, we got that. All of us
can do activity-based things. If you just want to know how many
businesses I can start in Missouri, if you give me $3,000 I can get
you 30 of them by the end of the week. It does not cost that much
to start a business. What it does cost though is the time to make
sure that that really is the right business for you. Do you have re-
sources? Do you have a community that can support you? You
think you want to start a small business because you want to
spend more time with your children, probably not going to be the
right thing to do, start a small business.

So, there are all these other little nuances that really take a lot
more time and I think the challenge comes in that, as I said before,
many times we have this year to try to get all of that in and some-
times the answer might be no, Darcella came to the program and
it is a year and a half, and she still hasn’t called me back.

Chairman RUBIO. So, it is not a perfect analogy, but it is similar
to a conversation I have had often in the office with constituents
during casework, so we can measure metric, how many cases come
in and how many get closed and there are a lot of cases where you
write a letter to a Federal agency, you get a response. Here is your
response, case is over, or you can decide we are not happy with the
response. We are going to try this five different ways until we get
you the outcome but it takes longer and the longer you spend on
an individual case, the longer it is to close the case and a longer
it is to close the case if you are just measuring it on, you are just
looking at the metrics and you are saying, what its taking forever
to close some of these cases but if they are complex.

And I would imagine I think what you are saying is that when
you get people in this program or any of the specialized entrepre-
neurial programs, volume matters clearly, but additional to the
value is we are trying to help a unique subset of individuals and
the reason why these programs exist is because there are unique
challenges that people in that profile are facing to get entrepre-
neurship. So that is a long way of saying it. Is that more or less
along the lines of what—because I think that comparison is some-
thing many members of the Senate would understand. If it makes
sense or it seems to align.

Ms. CRAVEN. Absolutely. You said it perfectly. Thank you. Yes,
it really does and particularly when we are talking about veterans
and military family members. Often times there are so many other
things they have that are competing for their time and attention
that sometimes they come to us and they say, we heard this person
at a tap program who said something about small business, and we
think he was tall guy. So, we have got to figure out which business
were you in, how did they got—oh yeah, that was Joe, here is his
number. There are just all these other things. Absolutely.

Chairman RUBIO. So, I guess my last question is on, if you go
back to a recent SBA Office of Inspector General report they noted
that there were some inefficiencies in the Boots to Business pro-
gram in particular. They noted that there were improvements
needed to better reach the program’s targeted population and in-
crease program participation. I guess again as someone who is a
VBOC Director, do you find that to be true and if so what could
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we do to improve the reaching, the targeted population and in-
creasing participation in the program?

Ms. CRAVEN. Thank you. So, we are all singing on the same
sheet of music and I want to do some clarifications. The Boots to
Business program is designed to help transitioning military mem-
bers and their families with comprehension and understanding of
what small business might be as an option afterwards. So that is
a 10,000 ft. view of entrepreneurship. How we try to make it a lit-
tle more clear and local and specific is we bring in local entre-
preneurs, and SBDC, the SCORE chapters, whoever that resource
partner is. Sometimes it there is a chamber, or it is a local attor-
ney. We bring those people in to actually explain that education.

So, it is actually quite—it is not quite correct to say that the pro-
gram needs to be changed a little bit because it is really an assess-
ment program. Now where it is more specific is when it is when
it is a reboot, it is off the military post, and we can kind of have
much more specific education programs around agriculture or food
trucks, for example. But what I will say is that in order to make
it better, to kind of been improve it because we are always looking
for improvement, sometimes a veteran or military family member
can come into that training, it is not mandatory by the way, so
they can choose, select to come into that training, sometimes they
are three to six years out still.

So, they still have three to six years to serve in the military. If
we can narrow that down to have the Department of Defense or the
people, whomever is in control of that, you could nail that down to
people who are two years or less, that would be amazing. That
would really help with showing the true impact of that information
because if you still have got six more years to go, Uncle Sam can
still send you wherever Uncle Sam wants to send you. A couple of
other things that we could do is encourage them to bring their mili-
tary spouse or their significant other. Nothing worse than seeing
a person getting new information and then the spouse doesn’t, so
that is a disaster waiting to happen, and then also maybe doing a
pre-assessment of those clients who do elect to come.

It is a very different conversation if I am having conversations
with 70 percent of the room who has no idea what entrepreneur-
ship even is versus 70 percent of the room who used to be National
Guard reservists and had small businesses before they deployed. If
I could get that information prior to that class, we could make that
much more impactful because you can bring in different counselors
and different resource partners.

Chairman RuBIo. I appreciate all of you and your patience with
these votes today and the running around and we still have one
more so starting at any minute now. So, I want to thank all of you
for being here. I appreciate all of our witnesses’ time and the in-
sights that you have given us. This is third. We have nine of these
different hearings as we go through and try to reauthorize, but it
is very useful because it allows us to help push modernization in
adapting these programs to a rapidly changing economy with a per-
haps needs and challenges that 20 years ago, 10 years ago, were
not as acute as they are today. And I think even in the concept of
entrepreneurship itself is changing as technology has displaced
people, so it has opened up new opportunities.
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I think in some ways technology has made it easier than ever to
go into business on your own as an independent contractor, in
other ways it has made it more challenging. You know, depending
on what industry you are in, but nonetheless, unique opportunities
and in particular with our Florida which is a State that has many
veterans. I am always interested in during their time in the service
of our country these people, our veterans, pick up real skills, in
many cases are unique skill sets that could have commercial appli-
cability and helping them channel that is sometimes difficult in
terms of—unless you have the right people helping you with that
guidance.

So, as I said, by the way it is also hard in many cases to acquire
capital for a startup because you have been serving your country
for 20 years. What were you doing two years ago? I was in Iraq,
you know. And so, it is a real challenge as we have seen. Nonethe-
less, I thank you all because your insights today are going to be
very useful to move forward.

The record for this hearing will remain open for two weeks, and
any statements or questions for the record should be submitted by
Wednesday, May 15th at 5:00 p.m.

Again, thank you all for being here, and with that, the meeting
is adjourned.

[Whereupon, at 4:26 p.m., the hearing was adjourned.]
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Senate Committee on Small Business and Entrepreneurship Hearing
May 1, 2019
Follow-Up Questions for the Record

Questions for Mr. Gutierrez

Questions from:
Chairman Rubio

SBA Entrepreneurial Development Management Information System (EDMIS)

The Entrepreneurial Development Management Information System, or EDMIS, was developed
by the SBA to collect performance data and metrics from each resource partner. For years we
have heard that the EDMIS system is not only difficult to use, but that is also results in the
transmission of unreliable data. For example, the recent SBA OIG audit notes a data loss of
upwards of 7 percent within the SCORE program. The SBA’s has noted that it intends to replace
or modernize EDMIS

QUESTION 1:
What is the process and timeline for replacing the EDMIS system?

SBA RESPONSE: Replacing the EDMIS system is one of my top priorities. The current EDMIS
system uses end-of-life technology, has many problems, and needs to be replaced with a modern
system. SBA leadership and our program office are moving forward with a contract to perform
business process analysis and to facilitate recommendations for needed requirements to plan and
implement a future data management system. Our target date of competition of this phase is at
the end of this fiscal year.

QUESTION 2:

How does SBA plan to engage with resource partners to ensure that the new data collection
system operates more efficiently in individual centers, without imposing additional
administrative burdens?

SBA RESPONSE: The SBA has already engaged our Resource Partners to gain their feedback
on how a new system would best fit with their current and future needs. Their feedback will be
considered alongside the findings of the business process analysis to inform system needs for a
future data management system. We will continue to engage with them during the entire process
to ensure the system is effective and efficient for all parties.

SBA OIG’s Audit of the SBA’s Oversight of the SCORE Association

On April 25, 2019 the SBA OIG released an audit report titled, “Audit of SBA’s Oversight of the
SCORE Association.” In addition to the OIG’s audit of the SCORE program, the SBA Office of
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Inspector General is currently managing three criminal investigations for potential instances of
embezzlement and whistleblower protection violations within the SCORE program.

QUESTION 3:

One key example of the SCORE Association’s misuse of federal funds reported in the OIG audit
includes the redistribution of $101,014 worth of grant money to be used for year-end bonus for
SCORE employees, 66 percent of which went to 4 senior-level SCORE Association executives.
Does the SBA’s believe that this constitutes a reasonable use of taxpayer dollars? If not, how
does the SBA plan to address SCORE’s use of grant dollars for bonuses?

SBA RESPONSE: The SBA Office of Entrepreneurial Development is working closely with the
Office of Inspector General and the SCORE Association to resolve all of the findings addressed
in the OIG report. SBA is fully committed to recovering any taxpayer funds that any Agency
grantee is determined to have expended improperly and to diligently collaborating with the OIG
to find the best way forward to develop a framework for improved compliance.

QUESTION 4:
How does the SBA plan to prevent the SCORE Association from inappropriately redistributing
grant dollars in the future?

SBA RESPONSE: The Office of Entrepreneurial Development will conduct a financial
examination of the SCORE Association on an annual basis to increase oversight of the SCORE
Association grant.

QUESTION 5:

Does the SBA believe that the current whistleblower protections within the SCORE program are
adequate? If not, how does the agency plan to improve whistleblower protections within the
program?

SBA RESPONSE: Since the release of the audit report, SBA has been working closely with the
OIG to improve the terms and conditions of SCORE’s grant to more clearly delineate the scope
and publication requirements of the whistleblower protections that apply to the Association’s
officers, employees, volunteers, and clients.

QUESTION 6:
How does SBA plan to address the OIG’s conclusion that SCORE employees retaliated against a
whistleblower who reported fraud?

SBA RESPONSE: The SBA is addressing this issue as part of the audit resolution process with
the SCORE Association and the OIG.
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QUESTION 7:
What is the SBA’s role following the OIG’s investigations into criminal activity within SBA
grant programs?

SBA RESPONSE: Included under the terms and conditions SBA uses each time it makes a grant
award to the Association is the following directive to SCORE: “You must avoid engaging in any
actions that may harm the integrity of this project or the SCORE Program. In the event key
project employees are determined to have engaged in conduct reflecting a material lack of
business integrity or honesty, You must immediately remove them from involvement in this
project.” SBA will insist on SCORE’s adherence to this requirement.

QUESTION 8:

Was the SBA concerned by the Seattle chapter’s decision to not investigating the full extent of
the fraud which occurred? Specifically, was the SBA aware and/or concerned that the chapter
chose not to investigate potential unauthorized credit card charges or cash theft by the individual
who committed the larger fraud? (See below)

H also Jocated suspicious deivity on theiroredit card and PavPal sceounix e

verifhed tat - used the-creditcard without autborization and the
suspect that shie stole finds from people paving Tor ther workshops i cash, bl did novwish 10
pursts: these suspicions,

SBA RESPONSE: The SBA was unaware prior to the 1G findings of the potential unauthorized
credit card charges and related misfeasance. SBA is deeply concerned by these revelations and
will work collaboratively with the SCORE Association and the Office of Inspector General to
provide improved informational and reporting resources and strengthen oversight to reduce the
potential for further cases of fraud going forward.

QUESTION 9:

Is the SBA concerned that the fraudulent activity, and subsequent whistleblower protection
violations, within the SCORE program will negatively impact SBA’s reputation as an agency
and/or the agency’s ability to effectively provide entrepreneurial services through the SCORE
program?

SBA RESPONSE: SBA is of course concerned by the findings in the Office of Inspector
General’s report and the impact they may have on the public’s trust and confidence in the
Agency. To address these concerns, SBA is working with the SCORE Association and the other
Resource Partners to provide better oversight of the entrepreneurial services available to the
small businesses of America.
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SBA Collaboration and Negotiation with the SBDC Program

Mr. Gutierrez, the Small Business Act currently requires that the SBA and SBDC resource
partners develop jointly, a negotiated annual cooperative agreement. Recently, various parties
have noted to the committee that the SBA no longer engages thoroughly in a process of
negotiating with its resource partners. Specifically, we have heard that a number of changes to
the SBDC cooperative agreement, such as goaling standards, were made without SBDC
coordination.

QUESTION 10:
Currently, what negotiation process does the SBA follow when drafting cooperative agreements?

SBA RESPONSE: The Office of Entrepreneurial Development gains feedback with the heads of
the associations on any changes to the program. Last fiscal year, the SBA updated all Resource
Partner metrics and received feedback from their leadership to ensure the new goals would
provide the most effective and efficient services to the small business community.

QUESTION 11:

Moving forward, how does your office plan to better ensure that negotiations are taking place?
SBA RESPONSE: The SBA will continue to work collaboratively with all Resource Partners,
while continuing to provide the necessary oversight of taxpayer dollars.

SBA’s Budget Proposal Requirements for the SBDC Program

In addition to recent changes made in negotiation practices, the SBA also changed its practice for
requesting SBDC annual budget proposals. Currently, the SBA requires SBDC’s to submit their
annual budget proposal using the President’s Budget, as opposed to current program funding
levels. Following the determination of a congressional appropriation level, the SBA then
requires the SBDCs to update their budget proposals to reflect the new funding level. Previously,
the SBA allowed the SBDCs to submit annual budget proposals using current funding levels.

QUESTION 12:

Why has SBA changed the SBDC annual budget proposal process? If the change was the result
of appropriation law or OMB circular, please provide that reference and the explicit language
which directed the change.

SBA RESPONSE: SBA has not changed its practice with regard to the SBDC budgeting process.
The Administration sets its budget, including an amount for the SBDC grants, annually in its
Congressional Budget Justification (CBJ) submission. SBA then uses the President’s budget
amount from the CBJ in the SBDC funding announcement, which is posted on Grants.gov.

The reasons for using the CBJ numbers are two-fold. First, OMB guidance requires agencies to
follow their requested amounts (OMB Circular A-11, § 51.2). Second, agencies must abide by
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the terms of the Anti-Deficiency Act (ADA), which prohibits them from incurring obligations or
making of expenditures in excess of amounts then available through appropriations. 31 U.S.C.
1341. In order to make sure that they do not violate the ADA, every agency is required to
prudently manage its funds via a fund control system which must ensure that only available
funds are obligated and expended. See OMB Circular, A-11, § 150 — Administrative Control of
Funds.

We also note that SBDC funding is a statutory earmark provided annually in SBA’s
Entrepreneurial Development Programs Appropriation Account. See, e.g. Consolidated
Appropriations Act of 2019, Pub. L. 116-6, Div. D, Title V. Accordingly, SBA must wait until
the line item earmark for the SBDC program is established by Congress in the Agency’s annual
appropriation before providing the full amount of the funding to SBDC grantees.

QUESTION 13:

Given the time consuming nature of the budget proposal process, is it possible that the drafting
and redrafting of SBDC budgets could result in a state or regional network’s inability to
effectively spend their entire grant?

SBA RESPONSE: SBA abides by the terms of each continuing resolution (CR) and annual
appropriations act and follows OMB’s guidance on apportionment when funding the SBDC
program. When the Agency is operating under a CR, SBA makes sure that each SBDC has
sufficient funding on hand to continue its counseling, training, and other activities until the
annual program level is established by Congress through an appropriations act. After the
program level is set, SBA moves quickly to update each grantee’s award to reflect the new
budget amount, In the event that a delay in enactment of the Agency’s appropriation may result
in time pressure for SBDC grantees to expend their funding, SBA continues to be committed to
flexibly working with these valuable resource partners to mutually develop solutions that
facilitate their success and ensure that their clients can access the services they need to start and
grow their small businesses.
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Questions from:
Ranking Member Cardin

Need for more one-on-one training

We have heard from historically black colleges and universities (HBCUs) that they desire more
substantive workshops and one-on-one trainings for entrepreneurial development. However,
SBA’s FY2020 Congressional Justification budget cuts funding for entrepreneurial development
programs by $67 million from the FY2019 enacted level.

QUESTION 1:

With the proposed SBA budget cutting funding for entrepreneurial development programs and
pushing to more online training sessions, how is SBA’s Office of Entrepreneurial Development
engaging with HBCUs both now and in the future?

SBA RESPONSE: SBA has a history of working with HBCUs through our district offices and
regional administrators. In areas where there is an HBCU presence, the agency’s Office of Field
Operations has coordinated outreach, training, workshops, and formal partnerships through
Strategic Alliance Memorandums (SAMs). The Office of Entrepreneurial Development is also
the lead program office in working with the White House Initiative on Historically Black
Colleges and Universities. OED will continue to focus on these agency and interagency
initiatives to better identify federal resources and opportunities to work with HBCUs.

QUESTION 2:
How will SBA deliver on their needs for more tailored, one-on-one programs and services?

SBA RESPONSE: The Office of Entrepreneurial Development will continue to provide one-on-
one programs and services, whether in person through our Resource Partners or utilizing online
resources.

Matching Funds

SBA resource partners such as Small Business Development Centers (SBDCs), Women’s
Business Centers (WBCs), and SCORE are required per their Cooperative Agreement with SBA
to match federal funds received from SBA. For example, SBDCs are required to match federal
funds with non-federal funds on a 1:1 ratio; WBCs are required to match one non-federal dollar
for every two federal dollars received during the first two years, and on a 1:1 ratio thereafter; and
SCORE is required to match federal funds with non-federal funds on a 1:1 ratio.

Many socially and economically disadvantaged communities and institutions located in these
areas do not have the community resources to successfully raise 1:1 or even 2:1 matching funds
to be able to bring entrepreneurial development resources to their communities.
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QUESTION 3:
Should SBA consider relaxing its matching requirements in its Cooperative Agreements for less
resourced communities and institutions?

SBA RESPONSE: The SCORE program does not require a match, either under the Small
Business Act or via policy or any other source.

For SBDCs and WBCS, the matching requirement is legislatively determined and therefore SBA
has no legal authority to reduce or eliminate these match requirements.

Questions from:
Senator Scott

Mr. Gutierrez, on March 7th, 2019, the United States Government Accountability Office (GAO)
released a report on the Small Business Administration’s (SBA) entrepreneurship program’s
engagement with Historically Black Colleges and Universities (HBCUs). In the report, GAO
found that “SBA’s key programs and outreach activities that foster entrepreneurship do not
specifically target HBCUs.” Additionally, the report found that only 18 out of 101 HBCUs were
in the Small Business Development Center Network and that only 24 HBCUs “have strategic
alliance memorandums with SBA.”

Based on a landmark study commissioned by the United Negro College Fund, HBCUs generate
an annual economic impact of $14.8 billion, including a staggering $463 million annual impact
on South Carolina’s economy. Additionally, according to the Thurgood Marshall College Fund,
approximately 9% of all African-American college students attend HBCUs. Throughout the
country, numerous HBCUSs have also taken an active role in developing their own small business
incubators that educate low-income and middie-income students about the role entrepreneurs
play in fostering innovation and stimulating local economies. Given their ability to create
economic dynamism and opportunity, particularly for communities of color and individuals from
underserved backgrounds, these institutions would seem to be an ideal fit for the SBA’s
entrepreneurship initiatives.

QUESTION 1:

As the Associate Administrator of the Office of Entrepreneurial Development, what steps outside
of the current strategic alliance memorandums are you taking to increase your office’s outreach
to HBCUs and ensure that students at these universities have access to SBA’s entrepreneurship
programs?

SBA RESPONSE: As mentioned in an answer to a previous question, SBA has a history of
working with HBCUs through our district offices and regional administrators, In areas where
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there is an HBCU presence, the agency’s Office of Field Operations has coordinated outreach,
training, workshops, and formal partnerships through Strategic Alliance Memorandums (SAMs).
The Office of Entrepreneurial Development is also the lead program office in working with the
White House Initiative on Historically Black Colleges and Universities. OED will continue to
focus on these agency and interagency initiatives to better identify federal resources and
opportunities to work with HBCUs.

QUESTION 2:
Additionally, as you start to develop your FY2020 strategic plan, how will you incorporate
HBCUs into the stated goal of increasing more women and minority owned businesses?

SBA RESPONSE: Afier it is released, the U.S. Small Business Administration will utilize the
White House Initiative on Historically Black Colleges and Universities Plan as the Agency’s

framework for working with HBCUs to help small business owners start, grow, and expand their
business by strengthening outreach and partnership with our resource partners nationwide.

Questions from:
Senator Hirono

Emphasizing the Importance of Funding SBA’s Entrepreneurial Development Programs (ED
Programs) in FY 2020

Mr. Gutierrez, in your written testimony you reiterated the importance of SBA’s ED Programs
like Small Business Development Centers (SBDCs), Women’s Business Centers (WBCs), and
SCORE, and yet these programs received reduced funding in the President’s budget proposal for
FY2020—with a 22.9 percent ($30 million) reduction for SBDCs, a 5.9 percent ($1.1 million)
reduction for WBCs, and an 18.8 percent ($2.2 million) reduction for SCORE. Given the
effectiveness of these programs and their importance for small businesses and entrepreneurs, I
think we should be increasing, rather than decreasing, their funding—including through any
reauthorization of these programs.

QUESTION 1:
Can you commit to fully supporting these programs at their appropriated levels for FY2020?

SBA RESPONSE: SBA supports the FY2020 President’s Budget and is committed to funding
our ED programs pursuant to FY2020 appropriations upon passage. Additionally, SBA continues
to emphasize the need for legislative change to collect program evaluation data from resource
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partners. With this information, the SBA would further enhance its ability to help more small
businesses start and grow their companies.

Highlighting the Importance of Funding Native American Qutreach (NAO) in FY2020

Mr. Gutierrez, this program was not mentioned in your written testimony, but NAQ is another
important ED Program that provides business counseling and technical assistance for Native-~
owned businesses—including Native Hawaiian-owned businesses. However, even this relatively
small program ($2 million) received a substantial reduction of 25 percent ($500,000) in the
President’s budget proposal for FY2020-—despite receiving a meaningful increase in FY2019.
While this program may not be directly overseen by your office, I would ask for your
commitment to consider the importance of small programs like these for small businesses and
entrepreneurs, and to consider what cuts to these programs would mean for those businesses.

QUESTION 2:
Can you commit to fully supporting this program at its appropriated level for FY2020?

SBA RESPONSE: SBA supports the FY2020 President’s Budget and is committed to funding
our ED programs pursuant to FY2020 appropriations upon passage.

QUESTION 3:
Can you elaborate on other initiatives SBA has been working on to promote Native-owned
businesses—including for Native Hawaiian-owned businesses?

SBA RESPONSE: The Office of Native American Affairs has provided Technical Assistance
Workshops and Empowerment Workshops to help native businesses start, grow, and expand.

Highlighting the Importance of Programs that Support Younger Entrepreneurs:

Mr. Gutierrez, even as the economy has grown we have seen new business formations decline
over the last 40 years, which has been caused, at least in part, by new businesses and younger
entrepreneurs failing to succeed. Locally in Hawaii our SBDCs have taken steps to promote
organizations like the Hawaii Technology Development Corporation (HTDC), which provides
opportunities for younger entrepreneurs through initiatives like its Entrepreneurs Sandbox that
will provide additional resources and supports for those looking to start and grow their own
businesses in Hawaii—however, more can be done to serve these entrepreneurs,

QUESTION 4:
Can you elaborate on steps has your office taken to promote opportunities for younger
entrepreneurs and address challenges they face to starting and growing their own businesses?

SBA RESPONSE: During Administrator McMahon’s leadership, she made it a priority to bring
the Small Business Administration into the 21 century. Our office is working on providing more
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resources available online, at the fingertips of young entrepreneurs, rural business owners, and
the entire small business community. We are currently updating our online learning platform to
make it more user friendly and providing up to date information in a variety of learning styles to
help entrepreneurs of all ages start, grow, and expand their businesses.

QUESTION §:
In your view, should SBA be doing more to promote opportunities for younger entrepreneurs?

SBA RESPONSE: The Office of Entrepreneurial Development is continuously looking at
opportunities to help the small business community in all stages of life.

QUESTION 6:
Do you see barriers like excessive student loan debt as obstacles for younger entrepreneurs?

SBA RESPONSE: Our resource partners network provides counseling and training to young
entrepreneurs as they prepare to start a business. This counseling helps entrepreneurs navigate
various barriers they face.

Promoting Continued Engagement Between OED, Local District Offices and Resource Partners

Mr. Gutierrez, in your testimony you mentioned OED’s efforts to streamline reporting
requirements for resource partners like SBDCs and WBCs, which, locally in Hawaii, include
Hawaii SBDC and the Mink Center for Business & Leadership. I appreciate your commitment to
streamlining these requirements and making sure that the information resource partners like
Hawaii SDBC and the Mink Center are required to report more closely aligns with the
information SBA needs.

QUESTION 7:
Could you elaborate on how SBA has solicited feedback about these changes from local district
offices and resource partners?

SBA RESPONSE: Before the Office of Entrepreneurial Development updated the performance
metrics last year, we created a working group that consisted of SBA field offices to ensure
district offices expertise was heard. Secondly, we worked closely with the boards of all three
resource partner associations to receive their feedback before the updated metrics were
implemented this fiscal year.

QUESTION 8:
As you consider further changes, 1 would ask for your commitment to consult with local
stakeholders about the potential impact of these changes.

10
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SBA RESPONSE: As we have done in the past, we will continue to seek feedback from the
Resource Partner association leadership and collaborate with them on future improvements to the
programs.

Questions from:

Senator Rosen

Cyber Training for Small Businesses

Small business owners often do not consider themselves targets for cyberattacks due to their size.
However, last year, the majority of all targeted cyberattacks were directed at small businesses.
Unfortunately, as I have noted in this committee before, 60% of small businesses successfully
attacked go out of business within six months. Small businesses have valuable information
cybercriminals seek, including employee and customer data, bank account information, access to
the business's finances, and intellectual property,

QUESTION 1:

T'understand that the SBA has been working with NIST ~ the National Institute for Standards and
Technology — and the FBI to help small businesses improve cybersecurity. Can you discuss these
efforts and any other initiatives that the SBA has developed to assist small businesses, including
cybersecurity counse! that is being provided or could be provided to entrepreneurs through the
agency’s entrepreneurial development programs?

SBA RESPONSE: The U.S. Small Business Administration is working with NIST, DHS, and its
Resource Partners to provide cyber security resources to the small businesses of America. SBA
resource partners regularly provide cybersecurity training to entrepreneurs and host cybersecurity
resources online. The SBA also has a cybersecurity website that provides access to resources
from cyber agencies. Additionally, SBA is working closely with the FTC to share co-branded
cybersecurity information to small businesses through digital outreach and our network of
resource partners.

QUESTION 2:

What additional efforts should we be making to help small businesses and the entrepreneurs who
start them protect against hacking? In your view, are there any actions that Congress can and
should take?

SBA RESPONSE: The U.S. Small Business Administration, in partnership with Department of
Homeland Security and America’s SBDCs, recently published a cyber security report that was

11
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delivered to Congress. The report outlined opportunities for small business owners to access
federal cyber security resources.

Women Business Centers

Just as small businesses are the engine of our economy, in my home state of Nevada women are
often the ones powering our small businesses. A recent report in fact showed that Nevada is the
number one state where women-owned businesses have grown in the past decade. That is one of
the reasons why last month I joined Senator Cantwell and others on this committee in requesting
$30 million in funding for the SBA’s Women’s Business Center program to ensure that women
entrepreneurs have access to resources that will help them start and expand their businesses. In
Fiscal Year 2018, Women Business Centers served more than 152,000 women entrepreneurs,
and helped create 23,000 jobs and more than 11,000 new businesses. In Fiscal Year 2017, the
Nevada Women’s Business Center counseled and trained nearly 4,000 clients. The counseling
services these centers provide make a difference. According to SBA’s 2013 Impact Study, small
business clients that receive three hours of counseling or more tend to have higher survival rates
and higher growth in revenues and employees than firms that receive less counseling.

QUESTION 3:
How would an increase in funding for the Women’s Business Center program impact the
resources made available to women entrepreneurs?

SBA RESPONSE: If there is an increase in appropriated funds, the Office of Entrepreneurial
Development would be able to open new Women’s Business Centers in areas that are currently
underserved. Individual centers receive a maximum grant of $150,000 from the U.S. Small
Business Administration as outlined in the Small Business Act. However, SBA continues to
emphasize the need for legislative change to collect program evaluation data from resource
partners. With this information, the SBA would further enhance its ability to help more
entrepreneurs start and grow their small businesses.

QUESTION 4:
What is SBA doing to ensure that women entrepreneurs KNOW about the resources available to
them at WBCs?

SBA RESPONSE: One of former Administrator McMahon’s top priorities was to have the SBA
no longer be the best kept secret in Washington. We continue to use our social media platform to
promote and create awareness of WBC centers and all the assistance they provide. Secondly, we
work with organizations to promote the opportunities afforded through a WBC. Lastly, we
encourage our Resource Partners to work more collaboratively with each other, in order to raise
the profile of all of the SBA resources available. Legislative authority to collect performance
evaluation data from our resource partners would also help inform SBA’s identification of
WBC’s with strong or innovative outreach strategies and support replicating these best practices
program-wide.

12
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Marijuana Businesses

Nevada is home to more than 270,000 small businesses, some of which include legal marijuana
businesses. Last week, I held a roundtable in Las Vegas to hear from marijuana business owners
about the importance of access to financial services such as banking and other resources to grow
and create jobs. As you know, Nevada legalized the recreational use of marijuana in 2016, which
has resulted in thousands of new, good paying jobs. In the first full year of sales, businesses sold
nearly $425 million of recreational marijuana products, resulting in $70 million in tax revenues
for the state. Just like any small business owner, Nevada’s marijuana entrepreneurs need the
tools and training to continue to grow their businesses.

It is my understanding that SBA-backed loans cannot be used for marijuana businesses.

QUESTION 5:
Is there a specific prohibition that bars legally-operating marijuana small businesses from
benefiting from SBA’s entrepreneurial development programs?

SBA RESPONSE: As the SBA’s entrepreneurial development programs are funded using federal
funds, promoting any business that violates federal law is not permitted. To provide additional
guidance to SBA resource partners, OED is issuing an information notice to further clarify
related policies.

QUESTION 6:
If so, what congressional action would be needed to allow SBA’s entrepreneurial development
programs to provide guidance and training to marijuana small businesses?

SBA RESPONSE: SBA grant dollars cannot be used to assist businesses that violate Federal law.
In order for SBA’s entrepreneurial development programs to assist marijuana-based businesses,
Congress would have to change the treatment of marijuana as a Schedule I controlled substance
under Federal law.

QUESTION 7:
If not, what is SBA doing to ensure that marijuana small businesses are made aware of these
resources so that they can access the tools they need to succeed?

SBA RESPONSE: SBA grant dollars cannot be used to assist businesses that violate federal law.

SCORE Oversight

SCORE is an essential program for America’s small businesses, providing small business owners
and entrepreneurs with expert mentoring, advice, and education. SCORE chapters in Nevada
work with approximately 100 volunteer business mentors, who then go on to help thousands of
Nevadans start and expand their small business. Nationwide, the SCORE program helped start
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more than 54,000 new businesses and create more than 78,000 new jobs in fiscal year 2016
alone. However, oversight is necessary to not only guarantee program integrity, but also to
ensure that SCORE is able to continue to serve small businesses and entrepreneurs in Nevada
and around the country for years to come. Just last week, the SBA’s Office of Inspector General
published an audit report on the SCORE Association, which found that program officials “did
not effectively oversee SCORE’s use of federal funds.” In fact, the Inspector General found that
nearly $714,000 in federal funds were used for unallowable or unsupported costs.

QUESTION 8:

How does your agency intend to comply with the Inspector General’s recommendation to
recover or remedy these unsupported costs so that SCORE can continue its mission of helping
our small businesses?

SBA RESPONSE: The Office of Entrepreneurial Development is working closely with the
SCORE Association and the Office of Inspector General to ensure that the recovery or remedy of
unsupported costs does not affect the services SCORE provides.

QUESTION 9:
Moving forward, how will the SBA ensure that federal funds will not be used for unallowable or
unsupported costs?

SBA RESPONSE: The Office of Entrepreneurial Development will continue to monitor the
SCORE grant closely by updating the SCORE Cooperative Agreement to add additional
oversight measures. Additionally, the Office of Entrepreneurial Development will administer
annual financial examinations on the SCORE accounts.

In the audit, the Inspector General notes that “SCORE relied on more than 300 accounting
systems to track federal funds, which affected its ability to perform effective oversight. As a
former systems analyst, I have to think there is a more efficient way to approach this problem.

QUESTION 10:
Are you aware of any effort to streamline those accounting systems into one, in an effort to
prevent fraud and waste?

SBA RESPONSE: Yes, the SCORE Association is in the process of consolidating their

accounting systems into one account. This was already taking place prior to the Office of the
Inspector General’s audit. They are expected to complete the consolidation process in FY 2020.
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Senate Committee on Small Business and Entrepreneurship Hearing
May 1, 2019
Follow-Up Questions for the Record

Questions for Mr. Ware
Questions from:
Chairman Rubio

SBA OIG’s Audit of the SBA’s Oversight of the SCORE Association

On April 25, 2019, the SBA OIG released audit report 19-02, titled, “Audit of SBA’s Oversight
of the SCORE Association.” In addition to the OIG’s audit of the SCORE program, the SBA
OIG is currently managing three criminal investigations for potential instances of embezzlement
and whistleblower protection violations within the SCORE program.

QUESTION 1:

When considering the recent audit report of the SBA’s oversight of the SCORE
Association, along with a number of previous audits related to both SCORE and the SBA’s
grant programs, are there any themes or topics that consistently are reported as requiring
improvement?

OIG issued consolidated findings in the area of grants management in report 19-02:
Consolidated Findings of OIG Reports on SBA’s Grant Programs, FYs 2014-2018. In this

report, we identified systemic areas of improvements for grants management. Our identification
of systemic risks in the Agency’s grants programs led us to identify grants management as one of
the most serious management and performance challenges facing the Agency in FY 2019,

We have issued 10 reports reviewing SBA’s management of its Small Business Development
Centers (SBDCs), State Trade and Expansion Program (STEP), Boots to Business (B2B)
program, the SCORE program, and grant recipient compliance with grant requirements since
FY 2014. In those reports, we identified significant issues regarding the management of millions
of dollars of federal funds allocated for small business expansion and growth, disaster assistance
funding, and recovery efforts.

We consistently reported on significant weaknesses in SBA’s oversight of grant recipients’ use
of federal funds. These included instances of SBA not enforcing financial reporting
requirements, not detecting grant recipient budget reallocations, using weak financial review
procedures, and missing supporting documentation,

We also reported that SBA did not establish an effective performance oversight process to ensure
that it relied on quality data to assess the success of its grant programs, Specifically, SBA did not
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ensure that grant recipients provided accurate and complete performance data. We also found
repeated instances where the performance data that grant recipients provided to SBA was not
supported by adequate documentation. Additionally, like the financial oversight issues, we found
that SBA did not consistently enforce performance reporting requirements for three of the four
programs we reviewed. Contributing to these issues were further weaknesses found in SBA’s
review of grant recipients’ performance reports. We found recurring instances where SBA did
not perform any data verification procedures and instances where SBA did not provide sufficient
guidance and monitoring of grant recipient performance.

QUESTION 2:

Looking at the outcome of your office’s recent audit, in combination with the criminal
investigations you have described, do you believe that the either the SBA or the SCORE
Association have proper financial oversight of the program’s chapter locations?

Our audit found that program officials need to make major improvements to ensure effective
oversight of the SCORE program. We found that program officials did not effectively oversee
SCORE’s use of federal funds. SBA had limited oversight over chapter finances and relied on
the SCORE Association’s National SCORE Office (NSO). The NSO is responsible for the
annual financial reporting, which includes headquarters expenditures and chapter expenditures.
NSQO’s financial oversight of the 300 SCORE chapter locations was limited mostly due to each
chapter tracking federal funds in a separate, decentralized accounting system. NSO relied on
annual reviews of the chapter’s end-of-year financials by temporary accounting staff as well as
annual reviews by the SCORE district director. However, these reviews were limited in scope,
focused on the overall financial condition of the chapters, and lacked controls to identify or
discourage fraud, waste, and abuse in the program.

In response to OIG’s audit recommendations, SBA plans to establish policies and procedures for
monitoring SCORE’s use of federal funds, conduct annual financial reviews of SCORE, and
ensure SCORE trains chapter leadership, including treasurers, to properly record program
income separate from other revenue sources. To fully address OIG’s recommendation, SBA’s
annual financial review will require reviews of chapter accounts as well as NSO accounts.
Further, SCORE is in the process of implementing a centralized accounting system that could
provide NSO the capability of real-time monitoring of the chapter finances.

QUESTION 3:
What improvements can SBA make to better ensure proper oversight moving forward?

Since FY 2014, we have made 72 recommendations to enhance the overall management and
effectiveness of the programs (SBDC, STEP, B2B, SCORE) we reviewed; 56 of these
recommendations are closed. Despite the program offices’ corrective actions to address OIG’s
recommendations, SBA’s decentralized oversight of the Agency’s grant programs hampered
agencywide improvements. That is why we identified grants management as one of the most
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serious management and performance challenges facing the Agency in FY 2019 and
recommended four actions that the Agency could make to improve its oversight of its grant
programs.

We recommended that SBA conduct an overall evaluation of its grant management
organizational structure with an emphasis on centralizing the oversight of these programs to
reduce and ultimately eliminate systemic issues for maximum program success. Additionally,
SBA should implement a system to effectively manage and monitor grant awards, to include a
process for ensuring the data submitted to USASpending.gov complies with DATA Act
requirements. Further, SBA should update grant management policies and procedures to ensure
grant officers enforce grant recipients comply with financial and performance requirements,
verify that reported information is accurate and complete, and ensure applicants’ proposals
include plans to measure performance in a way that will help SBA achieve program outcomes.
Lastly, we recommended that SBA establish training requirements for all grant officers and
program personnel responsible for monitoring grant recipients’ performance to enforce
compliance with SBA’s established procedures for grant management and best practices for
administering grant awards and monitoring performance.

QUESTION 4:

Are the current whistleblower protections within the SCORE program adequate? If not,
how can they be improved?

As we concluded in our recently issued report on SBA’s oversight of the SCORE Association
(report 19-12), the whistleblower protections within the SCORE program are not adequate.
SCORE did not advise volunteers of their protected options for disclosing evidence of fraud,
waste, or abuse, which include the OIG Hotline and program officials. Instead, SCORE
discouraged reporting outside of the organization, which contradicted the cooperative agreement
requirements that all SCORE principals, employees, and agents report instances of fraud, waste,
or abuse to SBA or the OIG Hotline. Additionally, the cooperative agreement terms and
conditions contained irregular language that may have reduced the number of potential referrals
of fraud, waste, and abuse to OIG by seeking to filter referrals through the program office.
Federal law mandates that SBA ensure that award recipients inform their employees, which
could include SCORE volunteers, of their rights and remedies to whistleblower protection when
reporting fraud, waste, or abuse.

SBA is currently drafting new terms and conditions for the FY 2020 notice of award to ensure
whistleblower reporting procedures emphasize unrestricted access to the OIG Hotline. SBA
management has also asserted they will require SCORE to update its standard operating manual
to include whistleblower reporting that complies with the Whistleblower Protection Act.
Management plans to complete final action on this recommendation by November 30,-2019.
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QUESTION §:
What role does the SBA OIG play when completing an investigation into criminal activity?

OIG is a law enforcement entity and investigates allegations of fraud, waste, and abuse. We
employ the full range of investigative techniques to gather evidence, follow/develop
investigative leads, and document our findings. OIG documents its findings in a Report of
Investigation and presents it to the appropriate venue (e.g., prosecutor or responsible
management official). This venue assesses the fact pattern and determines appropriate action.

QUESTION 6:
What was the scope of the SBA OIG’s investigation as it related to the instances of fraud?

The investigation was predicated upon a theft allegation originating at SCORE’s Seattle Chapter
Office. The investigation’s scope was to assess allegations related to theft, embezzlement,
financial accountability, and whistleblower violations. While conducting the investigation an
additional fraud scheme surfaced out of SCORE’s Denver Chapter Office, which resulted in
subsequent criminal charges for theft.

QUESTION 7:

Did SBA OIG investigate if anyone within either relevant SCORE chapter was aware or
complicit in the instances of fraud committed by former contract employees?

The investigation did not determine that anyone within either relevant SCORE chapter was
complicit in the instances of fraud committed by former contract employees. The investigation
did review allegations that SCORE management in the Seattle Chapter was aware of ongoing
questionable financial practices and may not have addressed them due to improper personal
relationships with the subject, inadequate financial controls, and inadequate management
oversight. The investigation determined that inadequate financial controls and inadequate
management oversight existed.
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QUESTION 8:

Was the SBA OIG in any way concerned by the Seattle chapter’s decisions related to not
investigating the full extent of the fraud which occurred? Specifically, was the OIG aware
and/or concerned that the chapter chose not to investigate potential unauthorized credit
card charges or cash theft by the individual who committed the larger fraud? (See below)

Fdﬁo Jocaed suspicious activity on their credit card and PayPal sccounts. He
brought his fﬁndingsmﬂand : ,

verified r}m-usad thescredivcard without authorizition und thc\z
suspect that she stole funds from people paying for thiir workshops in cash, but did not wish 1
parsut these suspicions:

During this investigation, OIG became aware of improper financial deposits, credit card misuse,
and the possibility of embezzlement from cash payments at onsite workshops. All three
allegations concerned OIG and were fully investigated. However, the investigation only resulted
in prosecutable evidence of improper financial deposits and credit card misuse.

QUESTION 9:

In regard to the instance of whistleblower protection violation, the OIG’s investigation
substantiated the retaliation allegations. What responsibility does the SBA or SCORE have
to reinstate the whistleblower’s volunteer status?

Title 41 U.S.C §4712(a) prohibits reprisals against an employee of a grantee such as SCORE
from making certain disclosures. The statute also requires remedial action such as reinstatement,
back pay, and benefits in the event of a violation. Any remedy under the statute, however, is
contingent upon the individual against whom the reprisal occurred being an employee. 41 U.S.C.
§4712 (a)(1). This reprisal statute would require SBA to order remedial action such as
reinstatement of the volunteer by SCORE only if the volunteer is deemed to have the status of an
employee.

QUESTION 10:

Is the SBA OIG aware of any other instances of fraud or whistleblower protection
violations occurring within the SCORE program throughout its history? If so, please
provide the Committee with as much detail about those instances as possible.

OIG is not aware of any other instances of confirmed fraud or whistleblower protection
violations occurring within the SCORE program. A review of our records indicated that four
investigations have been conducted into SCORE allegations between 1987 and present. Three
matters were substantiated and recently shared with the committee, and one, dating back to 2006,
was unsubstantiated. A review of our records further indicates that 12 complaints related to
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SCORE were referred to OIG’s Hotline between 2004 and present. One of those hotline
allegations is presently under active review by OIG.

QUESTION 11:

What persistent issues were noted within the “Consolidated Findings of Office of Inspector
General Reports on SBA’s Grant Programs” that Congress should consider in the process
of reauthorizing the Small Business Act?

We identified nine systemic issues, including five issues related to SBA’s oversight of its grant
program performance. For several programs that we’ve reviewed, we found that SBA reported
inaccurate and incomplete performance results to Congress in the Agency’s Congressional
Budget Justification and Annual Performance Report. Though we found a variety of issues had
contributed to SBA reporting the inaccurate and incomplete performance data, we determined
SBA’s IT system for collecting performance metrics from resource partners (the Entrepreneurial
Development Management Information System, or EDMIS) to be inadequate. Further, we found
that SBA did not establish outcome-based performance measures. Instead, SBA relied on output-
based measurements, such as numbers of participants, chapters engaged, or graduation rates, to
evaluate the recipients’ performance on achieving goals. While these output measurements can
be helpful indicators of program activity, they do not indicate what the program accomplished in
terms of actual applied assistance.

We identified four systemic issues with SBA’s oversight of grant recipients’ use of federal funds.
These included instances of SBA not enforcing financial reporting requirements, not detecting
grant recipient budget reallocations, using weak financial review procedures, and missing
supporting documentation. SBA’s management agreed with our findings and plans to implement
controls to enforce that recipients submit all required financial reports and verify that the
information is accurate and complete, establish policies and procedures for financial reviews, and
train all grants officers and program personnel responsible for monitoring grant recipients
performance to enforce compliance with SBA’s procedures and best practices for administering
grant awards. These corrective actions, if implemented, should improve SBA’s oversight of grant
recipients’ use of funds.

QUESTION 12:

How can the SBA improve the process of disaster technical assistance grants moving
forward, to prevent the issues that occurred in the wake of Hurricane Sandy?

Our prior audits of SBA’s oversight of the disaster technical assistance grants found that there
was significant overlap between the disaster technical assistance grants and the resource
partners’ core grants. In response to recommendations from OIG report 15-15, the Office of
Small Business Development Centers developed and implemented policies and procedures for
reviewing requests for payment and for distributing advance payments for disaster technical
assistance grants. Further, in response to recommendations from OIG report 17-10, the Office of
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Entrepreneurial Development has drafted standard operating procedures, currently in the
Agency’s clearance process, for closing SCORE’s core and disaster grants. SBA’s response to
the recommendations in these reports should improve certain program offices’ management of
disaster grants. However, because SBA has three offices that award, monitor, and close out
grants and follow separate policies and procedures, the corrective actions these program offices
implemented are limited to these two programs. SBA should issue agencywide standard
operating procedures to effectively manage future disaster technical assistance grants.

QUESTION 13:

The SBA OIG’s has completed a number of audits of the Boots to Business program. What
conclusions should Congress take away from those reports to consider throughout the
reauthorization process?

SBA could improve the program by implementing results-driven outcome measures to ensure the
program achieves its intended impact. Further, SBA should report on the number of awards made
to the grant recipients for the program and the expenditures related to the program to ensure
federal funds are used for its intended purposes.

For FYs 2015 and 2016, we found that SBA did not meet its established performance goals for
the number of participants or the graduation rate from the 8-week course. We also found SBA
did not ensure that recipients measured and reported performance outcomes. Furthermore, one of
the recipients we reviewed did not report its B2B program costs separately in its annual budget
and financial reporting. Consequently, SBA could not determine what the recipient spent on the
B2B program or assess the validity of the reimbursement requests. To ensure that SBA continues
to improve the program, Congress should consider requiring results-driven outcome measures for
the B2B program and emphasize SBA’s responsibility to report accurate and complete
performance results to ensure the program achieves its intended impact.
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Senate Committee on Small Business and Entrepreneurship Hearing
May 1, 2019

Follow-Up Questions for the Record

Questions for:
Mr. Michael W. Myhre, CEO

Florida Small Business Development Center {(SBDC) Network

Questions from:

The Honorable Mazie Keiko Hirono

United States Senate, Hawaii

Reiterating the Importance of Funding ED Programs

As we consider reauthorizing SBA’s Entrepreneurial Development Programs, which, in many
cases, have not been renewed for more than 12 years, | think many of us here would like to see
increased funding for SBDCs, WBCs, SCORE, and other programs.

QUESTION 1:
Could you elaborate on what increased funding would mean for each of your programs?
RESPONSE:

From the Pacific and Hawaiian Islands stretching across the mainland to Puerto Rico and the
Virgin Islands, the Small Business Development Center {SBDC) program is regarded as the
nation’s and SBA’s preeminent small business development program serving the intellectual
capital needs of America’s economic and job creators — small businesses.

The Florida SBDC Network, part of the national network of 62 SBDC programs with nearly 1,000
centers serving every urban, suburban and rural community across the U.S., is extremely
grateful for Congress’ support of $131 million in FFY 2019 for the national SBDC program. Due
to this support, the Florida SBDC received its population share of $7.3 million in federal funding,
which we were able to leverage with $4 million in state appropriation, and $6.5 million in local
match support from our state university and college host partners and other community
partners.
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While | cannot specifically address how each program would capitalize on increased federal
investment to address specific needs within their respective states and markets, the Florida
$BDC would seek to further leverage any substantive increase in additional federal funding with
an additional state appropriation and local investment and use that trusted investment to
accomplish the following priorities:

Expand Small Business Service Capacity
Additional appropriation would be invested to enhance and expand SBDC consultancy

capacity in areas of the greatest assessed need and strategic importance to the
continuation and expansion of small businesses in Florida. Specifically, a top priority would
be to expand capability and capacity in disaster preparation and recovery, including
assisting small businesses plan and mitigate natural and man-made disasters.

As a primary agency partner of the State Emergency Response Team (SERT), Emergency
Support Function for Business, Industry and Economic Stability (ESF-18), the Florida SBDC
plays an integral role in ensuring small businesses have the resources and education
necessary to mitigate losses and increase survivability when affected by a natural or man-
made disaster. Providing business continuation and disaster response and recovery
assistance has been a long tradition and part of the mission of the Florida SBDC, however,
resources to achieve mission success, at best, are constrained.

In addition to red tide, algae blooms, and numerous other disaster events, Florida has also
endured the devastating impacts of four major hurricanes that have touched every square
mile of our state since 2016. Our citizens have persevered and remain resilient,
nonetheless, it is estimated that nearly 40 percent of small businesses did not reopen
following one of the major storms, threatening our economic stability.

Florida is growing, Florida’s economy is growing, and we remain dependent on our small
businesses to support that growth. Nearly 1,000 new residents call Florida home each day.
By 2030, Florida is estimated to have 26 million residents with the need for 2 million net
new jobs to support that growth; jobs that will be predominantly created by our small
businesses. Therefore, assisting our small businesses in the days, weeks, months, and years
following these major disaster events and storms is vital to our future economic wellbeing.
While this work is critical, it has become a full-time assignment that takes us away from the
core work that the Florida SBDC is charged to do and that our stakeholders expect.

Helping small businesses recover after a disaster has, therefore, become a key challenge for
SBDCs. When responding to an event, SBDCs must deviate normal operating budget
resources for short-term and long-term response and recovery activities because there is no
set-aside budget for SBDCs or a federal or state government reimbursement mechanism to
assist. While the Recovery improvements for Small Entities After Disaster Act of 2015 {RISE
After Disaster Act) was created as a resource for all SBA entrepreneurial development
programs, it has proven to be ineffective. Further, attempts to apply for disaster



H:

123

supplemental funding from other federal agencies (EDA, HUD) have not been successful,
Additional funding support from Congress could equip the Florida SBDC Network and SBDCs
nationally in ensuring that we have the necessary resources to help small businesses
navigate short-term obstacles and long-term disaster challenges, including finding new
markets, expanding markets, and rebuilding.

Create a Florida “Business Intelligence Center”

Florida's economy-loses jobs and tax revenue opportunities when an existing or aspiring
business owner abandons the execution-of a business expansion or start-due to
encountering bureaucratic barriers or the inability to-access trusted advice and resources.
The Florida SBDC would use additional federal investment, leveraged with state and local
investment, to establish a Florida Business intelligence Center (BIC), a statewide call center.
The Florida BIC will be a centralized source for general business intelligence, industry and
market research data, general business information and inquiries, and referrals to business
creation and development expertise and resources. Specialists would be available by phone
and online (instant chat and email) to answer inquiries from businesses and direct them to
appropriate sources for addition assistance, including government, institutions of higher
education, and private sector solutions. The Florida BIC will significantly reduce opportunity
loss for Florida's economy by providing one-stop access to strategic intelligence and
professional facilitation, therefore, contributing to the creation of new businesses and the.
expansion of existing businesses for Florida's economy.

Serve Rural Florida
Since our inception in 1976, the Serving ftorida’s

Florida $BDC has expanded to a ~ Busingss Sommunity
statewide network of 45 service from Pensacala to Key West
centers administered by nine ®
regional offices, which are
located at eight state universities
and one state college. While the
goal of the Florida SBDC
currently is that a business not
drive more than an hour to
receive assistance, the Florida
SBDC would use additional
federal investment to investigate
opportunities to expand service
capacity in rural communities.
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Highlighting Florida SBDC Network’s Best Practices Related to Disaster Assistance

Mr. Myhre, like Florida, Hawaii was recently affected by severe natural disasters in 2018—in our
case, these included storms, flooding, landslides, and mudslides; volcanic eruptions; and
hurricanes. Following these disasters, Hawaii businesses were encouraged to seek assistance
from SBA resources partners—specifically from Hawaii SBDC’s local business centers, which
provided a “first touch” for these businesses navigating the disaster recovery process. | was
interested to learn that your organization has adopted o specific model for how SBDCs can
provide assistance for businesses following disasters, and that it has even been designated a
“primary disaster response organization” by the state of Florida.

QUESTION 2:

Can you elaborate on how your organization supports small businesses following natural
disasters?

RESPONSE:

Following a major natural disaster {e.g. Hurricane Michael) the Florida SBDC Network serves as
the “first responders” for small businesses by:

Staffing the State Emergency Operations Center: As a principal agency partner for the SERT
ESF-18, Florida SBDC leadership and staff traveled to Tallahassee to staff the State Emergency
Operations Center to coordinate recovery efforts with federal and state agency partners.

Establishing Business Recovery Centers: Coordinate and establish local Business Recovery
Centers {BRCs) comprised of SBA and Florida SBDC business recovery specialists to provide
direct, onsite assistance to impacted businesses. Following Hurricane Michael, in cooperation
and collaboration with the U.S. Small Business Administration and Florida Department
Economic Opportunity, the Florida SBDC Network established 10 BRCs within 10 days—well
before FEMA established its first Disaster Recovery Center in the region.

Deploying Mobile Assistance Centers (MACs): Ensure Florida SBDC mobile units are
operational and ready for immediate deployment. MACs serve as on-the-scene workspaces for
affected businesses to meet with Florida SBDC and SBA disaster specialists to prepare state and
federal disaster loan applications and with other post-disaster challenges.

Activating Business Disaster Hotline: Following a storm, the Florida SBDC immediately activates
its Business Disaster Line to answer questions about disaster loans and direct businesses to
their local Florida SBDC for assistance.

Reviewing Disaster Loan Applications: The Florida SBDC serves as an administrator of the
state’s Florida Small Business Emergency Bridge Loan program; a short-term, state-funded
interest-free loan intended to help “bridge the gap” between the time of impact and when a
business secures long-term assistance, such as insurance proceeds or federal disaster
assistance.
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As part.of the loan process, a Florida SBDC disaster loan specialist meets and screens applicants,
answers:questions, provides loan application assistance, organizes loan committees comprised
of local bankers, and closes [oans. With help from our partners, the Florida SBDC Network
closed 492 emergency bridge loans following Hurricane Michael, helping small businesses
secure more than $21.6 million in immediate, short-term capital to make payroll, repairs, and
other needs: Further, the network assisted the SBA in helping small businesses secure 1,125
SBA Physical and Economic Injury Disaster Loans for more than $101.7 million.

Providing Ongoing Recovery Support: In-addition to helping small businesses secure immediate
sources of emergency capital to retain employees, pay for repairs, and other expenses, certified
Florida SBDC Disaster Recovery Specialists help small businesses secure the necessary long-
term resources to support business recovery and growth plans, including expanding and finding
new markets,

QUESTION 3:

What has been successful for your organization, and for your business centers, in supporting
these small businesses?

RESPONSE:

Disasteris a team effort. The Florida SBDC Network’s work would not be possible without the
support and collaboration of our partners at'the federal, state, and local tevel.

Intergovernmental collaboration prior to and following a disaster is critical for small business
recovery. The Florida SBDC works closely with its partners prior to and following a storm to
coordinate recovery resources and efforts. In doing so, we are able to improve efficiencies and
service delivery to small businesses to ensure they receive the support they need-as quickly and
as-effectively as possible. According to the Federal Reserve Bank in its most recent Report on
Disaster-Affected Firms, “access to funds in the weeks, months, and years after a disaster
influences the ability of small businesses to suivive and to minimize disruption.”* This
highlights the need for intergovernmental collaboration and programs like the Florida Small
Business Emergency Bridge Loan program to provide a “bridge” for small businesses between
the time the disaster strikes and when federal assistance is available. This state-backed, no-
interest quick capital disaster loan program has been a key tool in our ability to support small
business recovery in Florida.

Firms.pdf
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QUESTION 4:

What would you share with other organizations interested in replicating your model?
RESPONSE:

Every SBDC should establish themselves as a respected member of their state’s emergency
response team. As a designated primary principal agency partner on Florida’s Emergency
Response Team for Emergency Support Function for Business, Industry and Economic Stability,
we are able to directly coordinate recovery efforts with our state and federal partners. This
position has proven to be beneficial in our ability to maximize our recovery effectiveness, while
significantly decreasing our disaster response time to provide small businesses with the
assistance they need to reopen and re-employ Florida families. A testament to the success of
this model is following Hurricane Michael, during which our collective coordination resulted in
the establishment of 10 BRCs in Mexico Beach, Panama City and other adversely impacted
communities within 10 days. These BRCs executed business disaster loans, providing vital
capital to small businesses within days (not weeks or months).

QUESTION 5:
What changes could be made to better support this model?
RESPONSE:

There needs to be a mechanism to provide SBDCs with the financial investment necessary to
provide the immediate and long-term assistance small businesses need to make a full recovery
following a major disaster event. While the RISE Act was an attempt, it falls short because it
depends on the Administration’s authorization and support. | recommend that the committee
consider a Congressionally-designed solution that directly appropriates disaster supplemental
or administrative funding to an SBDC serving a federally declared area to serve the needs of
impacted businesses.

Despite the significant communication, coordination and collaboration at the state-level
regarding the roles and responsibilities of its various agency partners, there remains challenges
with FEMA and SBA ‘taking the lead’ without working with their respective state agency
partners. | recommend that the committee consider mandating that the SBA Office of Disaster
Assistance (ODA) initiate communication with the lead SBDC office whenever respondingto a
disaster event. Further, require SBA ODA to assign a liaison (e.g. field chief) to work directly
with the lead SBDC director to coordinate the establishment of assistance centers and
distribution of disaster resources.

In close, Mexico Beach is a vivid reminder of the work that stili remains. In October 2018,
Hurricane Michael wiped out 80 percent of the city, a seaside town known for its old Florida
charm. Seven months later, debris still lines the streets and concrete slabs serve as gravestones
of the homes and businesses that once stood in their place.
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Communities like Mexico Beach are still waiting for disaster relief funding. It is imperative that
we work together to provide small businesses with the resources they need to recover, rebuild,
and establish a sense of normalcy. Our small businesses add vibrancy to our communities,
employ the majority of workers, and create weaith for our economy—we owe it to them to find
a better solution to provide the resources they need to recover in the days, weeks, months, and
years following a disaster.
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Senate Committee on Small Business and Entrepreneurship Hearing
May 1, 2019
Follow-Up Questions for the Record

Questions for Ms. Kiesha Haughton

Questions from:

Senator Hirono

Reiterating the Importance of Funding ED Programs

As we consider reauthorizing SBA’s Entrepreneurial Development Programs, which, in many
cases, have not been renewed for more than 12 years, I think many of us here would like to see
increased funding for SBDCs, WBCs, SCORE, and other programs.

QUESTION 1:

Could you elaborate on what increased funding would mean for each of your programs?
¢ With increased funding of the WBC program, we could reach more female entrepreneurs
nationwide by expanding the reach of existing centers and opening new centers in areas
as yet unserved, such as rural areas and those states without a WBC ~ Idaho, Alaska and
South Carolina.

e Increasing the impact of the program will help create new woman-owned businesses,
increase revenue of existing businesses, and create and maintain jobs.

Highlighting the Need to Increase Funding for Women’s Business Centers (WBCs)

Ms. Haughton, since the WBC program was first established in 1988, federal matching grants for
individual business centers have been capped at the same $150,000 per year. Local centers
around the country like the Maryland Women’s Business Center in Rockville and the Mink
Center for Business & Leadership in Honolulu work to match this support and seek additional
assistance from other sources, but could certainly provide more programs and serve more clients
with a larger federal match.

QUESTION 2:

Could you elaborate on what a larger federal match would mean for your business center?

e The Maryland WBC currently services 3 out of 24 jurisdictions in Maryland. With a
larger match, our well established and proven center would be able to leverage those
federal dollars to reach more counties and meet the huge demand for our services by
entrepreneurs in need. This would entail:
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o hiring more business counselors/trainers and making key part-time positions full-
time.

o allowing us to develop and roll out a virtual platform for training to reach areas
currently underserved, including those in rural communities,

o developing new programs to specifically target minority and disadvantaged
individuals that are returning citizens from the prison system

o supporting tailored programs on international trade, advance technology, child
care, retail, and procurement

QUESTION 3:

What other changes could be made to support your center?

WBCs would benefit from reduced reporting burden, which takes staff’s time away from
serving entrepreneurs in order to stay on top of paperwork. One change in particular that
would help would be to no longer require funds raised above the federal match to be
subjected to federal spending guidelines and verification requirements.

Another necessary change is improvement of the online reporting system, EDMIS. It is
problematic, time consuming, and often experiences outages, which narrows the window
of time that WBCs have to meet reporting deadlines.

Establishing a process for WBCs to “graduate” from their host entity into a standalone
center without requiring them to reapply for a new grant. This would help WBCs that
have outgrown their host organization, continue services to women entrepreneurs without
interruption.

Ensure SBA district offices negotiate target goals with their centers. This was not done
this current fiscal year.

Statue requires financial examinations every year, in practice they only occur every 2
years due to limited resources by SBA - and findings require centers to "fix" what has
been done up to 2 years ago. This is a flawed process. Sound grant management should
be real time and up to date to address issues in the current reporting period. We'd prefer
to eliminate examinations and divert those resources to timely and well-staff grant
management by SBA in the current reporting periods. This would result in risk reduction,
not an increase of risk, to appropriate utilization of tax-payer dollars.

The WBC Program requires a full time WBC staff person at 30 hours per week. It also
requires the location to be open 40 hours per week. This would potentially mean 10 hours
with no staff coverage when the average center employs 1.5 people. Centers should be
allowed to split their operating hours across multiple locations if they have satellite
locations to serve the needs of the state or larger geographic region. This will support
single center programs in a state as well as rural centers.
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Many federal government contracts don't require a match. The 1:1 match is very
challenging for rural centers where funding resources are scarce. We would like to
eliminate match requirements for the first 2-3 years as centers work to get established in
the community. Then the match can graduate to a 2:1 (Federal:private) for the life of the
grant. Too much is being asked for the $150,000 grant amount.

Finally, if a center receives contributions that exceed the match requirement, they should
be able to carry forward the overmatch as a straight match in future years.
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May 1, 2019
Follow-Up Questions for the Record

Questions for Mr. Ken Yancey

Questions from:

Chairman Rubio

On April 25, 2019 the SBA OIG released an audit report titled, “Audit of SBA’s Oversight of the
SCORE Association.” The audit looked to determine if SBA oversight was effective in ensuring
that the SCORE Association spent grant funds in accordance with the requirements set forth in
the program’s cooperative agreement and effectively measured the programmatic outcome and
performance. The OIG audit uncovered systemic issues within the SCORE Association and the
SBA’s oversight of the SCORE program. Specifically, the OIG found that improvements were
needed to ensure SCORE minimizes the risk of fraud or misuse of program funds and that the
SBA did not ensure it accurately measured the effectiveness of the SCORE program.

QUESTION 1:

As the CEO of the SCORE association, how do you account for the OIG’s findings of such
rampant misuse and misallocation of federal funds?

1 am disappointed and dismayed at the OIG’s findings. As the leader of this organization, I take
full responsibility to work with SBA and OIG to rectify these matters, and develop systems that
will keep this from being repeated. We believe there is additional information that provides
important and relevant detail regarding SCORE’s actions and helps to alleviate some concern;
we are sharing these details with SBA and OIG and we will will share the information with you
in our responses to these questions.

Related to improperly awarded contracts, each of the contracts referenced in the details of the
report were entered into in good faith. We believe there are instances where we followed the
cqntracting procedures appropriately, and we will work with the SBA and OIG to determine
what the final reimbursed amount will need to be. An example is the hotel contract for our
National Leadership Conference in Baltimore (which was more than $380,000). SCORE reached
out to the Convention and Visitors Bureau (CVB) in three cities and received at least three bids.
The CVB forwards our meeting Request for Proposal (RFP) to hotels in the city that have the
meeting space and room availability to accommodate our meeting needs. The hotel chosen was
in Baltimore. We received two additional responses from hotels in Baltimore. The contract and
the contract selection process were accepted and approved by SBA. Given that there was SBA
approval, and at least three total bids and responses from at least three hotels in Baltimore,
SCORE does not believe that this should be a questioned contract, nor one that needs to be
reimbursed. We are working with the SBA on these and other contracts to determine the final
amount to be paid back.
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SCORE has alteady begun to evaluate and update the contracting process for Headquarters and
chapters, This will be communicated and shared in the SCORE Operating Manual (SOM) by
Septeriber 2019. This will include defining what a contract is, the approval process, spending
levels, and timeframe. We intend to roll out this contracting process at the 2019 National
Leadership Conference. This will also-include the appointment of or possible hiting.of a
compliance officer who will be responsible for reviewing and following the process-as defined
moving forward, SCORE will also internally audit all existing contricts to assure compliance
with all contract award procedures and policies.

Related to unallocable expenses that benefited the SCORE Foundation and prohibited costs,
unallocable local travel expenses, and unallocable out-of-period costs, we believe these were
mostly accounting errors, including alcohol costs at the chapter level, It is a mistake that can and
will be corrected. Wé will provide any additional receipts or documentation necessary, and repay
any expénses necessary. We will be clearer in the future, and charge our processcs appropriately.
Alcoho! cannot be purchased with restricted dollars at any time.

For the finding of inappropriately solicited donations for mentoring services, we will make sure
that our volunteers understand that SCORE is not allowed to-solicit donations for mentoring
services provided. We immediately asked that volunteers not request client-donations at:all until
we receive clarification from the SBA on what (if any) circumstances allow for chapters to ask
for donations. The donations in question will be either paid back to SBA-or refunded directly to
the donor. We hope to have SBA guidance on payment priorto June-15; 2019. Occasionally
chapters do solicit donations from former clients that are no longer active in a SCORE
relationship.

The report mentions that SCORE's published materials did not consistently acknowledge SBA's
support of the program. SBA released a new logo in May 2018, and we communicated this to all
volunteers and volunteer leaders, asking that all materials be updated. We are asking for
additional clarification on how the logo should be displayed, and will continue to address any
failings without destroying older materials that continue to add value to our clients.

QUESTION 2:

One key example of the SCORE Association’s misuse of federal funds includes the
redistribution of $101,014 worth of grant money to be used for year-end bonus for SCORE
employees, 66 percent of which went to 4 senior-level SCORE Association executives.
Please provide documentation of any bonuses made by SCORE, dating back to Fiscal Year
2014.

Information on bonuses paid to all SCORE employees dating back to 2014 is attached
(Attachmerit!). In the future, we will maintain a specific line item in our budget labeled
“bonuses,” to'add additional clarity. The budget section on the Applicatiopn for Fedetal Funds
SF-0424 does not allow for a level of budget detail to break out bonuses on the form. We will
work with SBA to determine the best way to provide that information with our budget request.

At S.CORE, bonuses are a planned part of the compensation for all employees. At the vice
president level, bonuses put a portion of the individuals compensation “at risk.” Today, bonus
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amounts range from 10-30% of base salary. They are capped at those levels. At most levels,
including the VP level, there are metrics negotiated at the beginning of each fiscal year related to
the payment of a bonus. Individual employees must achieve these metrics in order to earn a
bonus. Holding a portion of compensation at risk is a widely-used business practice in both
nonprofit and for-profit entities.

SCORE did not budget sufficiently for the total potential bonus pool in FY17, but the bonus
ranges were set in the beginning of the fiscal year. To fix this budgeting error, we ultimately
transferred roughly $82,000 from a non-compensation line item to cover the previously
unbudgeted cost.. Transferring funds from non compensation line items to compensation is not a
regular practice at SCORE. We can only find this one occurrence. The amount of bonuses paid was
consistent with previous years’ levels. SCORE’s Notice of Award states that SCORE has the
ability to move money within its budget of +/- 10%. The amount moved was within that
threshold. While we did not inform the SBA, we did not intentionally keep that information from
them, as we believed we were following our Notice of Award guidelines. The transfer was
shown in the end-of-year reporting submitted to — and approved -~ by the SBA.

We are respectfully requesting additional information regarding the unreasonableness of the
transfer of funds in FY17. As stated above, we made a budgeting error, but also followed the
guidelines in our Notice of Award to correct that error. We do not believe this action was wrong
and we completely understand the optics and the level of concern. Our review shows that under 2
CFR 200.308, federal awarding agency may, at its option, restrict the transfer of funds among
direct cost categories or programs, function and activities for federal awards in which the federal
share of the project exceeds the Simplified Acquisition Threshold and the cumulative amount of
such transfers exceeds or is expected to exceed 10% of the total budget as last approved. There is
no such language in the cooperative agreement. There is also no language about personnel versus
non-personnel costs transfers in cooperative agreement or in 2 CFR 200.308. Therefore, it seems
that SCORE is permitted — both under federal regulations and the cooperative agreement ~ to
transfer costs between budgeted line items that are less than 10% of the total budget, as
originally approved. The amount transferred for this purpose was roughly $82,000. The
Additional Provisional budget line item of $157,036 was approved by SBA.

Additionally, we are not clear on the reasons that salaries have been considered unreasonable.
Our research shows that under 2 CFR 200.430g, the determination of reasonableness includes
review of compensation of comparable individuals at comparable nonprofits. SCORE
commissions a salary survey every three years with a third-party consultant to determine
reasonableness and comply with IRS rules. SCORE’s policy is to pay in a range that is plus or
minus 15% of the 50 percentile for each position. No salary paid by federal funds exceeds the
equivalent of the maximum salary allowable under Senior Executive Service (SES) for agencies,
including the U.S. Small Business Administration (SBA) with a Certified SES Performance
Appraisal System for FY 2019 and adjusted to the Washington, D.C. market. This is a condition
in the notice of award. SES also indicates that a performance award is permissible, and provides
an estimated bonus range of between 5-20% of an executive’s base pay. Federal employees are
cligible for bonuses.

We are seeking a definition of “excessive” related to bonuses paid by federal grant funds. Based
on that definition, it would be appropriate to consider a restriction on bonuses paid by SCORE
using federal grant funds. We suggest that the restriction is:
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Bonuses paid with federal funds would be limited to 20% of total salaries paid by
SCORE using federal grant funds. Those salaries paid by the federal grant are not to
exceed the equivalent of the maximum salary allowable under Senitr Executive Service
(SES) for agencies, including the U.S. Small Business Administration (SBA) with a
Certified SES Performance Appraisal System for FY 2019 and adjusted to the
Washington, D.C. market.

QUESTION 3:

Please provide the total compensation amounts for all SCORE Association employees from
all federal sources, including base salary and any bonuses provided, dating back to Fiscal
Year 2014,

Total compemnsation amounts for all SCORE Association Employess from all federal sources
dating back to FY14 are attached (Attachment 2). The full names of employees have been
removed and initials are incuded in place of names,

As'you probably know, Section 4958 of the Internal Revenue Code imposes very severe “excess
benefit” penalties on nonprofit erganizations which pay more than reasonable compensation to
their top managers. SCORE scrupulously complies with this:law and the accompanying Treasury
Regulations which provide detailed procedures for assuring that our people earn no more than
reasonable compensation.

As part of its compliance, SCORE retains an independent third party compensation. consultant to
do salary survey every three years to set appropriate officer compensation ranges by reference to
updated market-based salary data. SCORE’s policy is to pay within a range that is plus or minus
15 percent of the 50™ percentile for each position.

QUESTION 4:

Please provide copies of the SCORE Association’s annual budget, as provided to the SBA,
dating back to Fiscal Year 2014,

Budgets provided SBA on the SF-424 are attached (Attachment 3). Also attached is an example
of the form SF-424 (Attachment 4),

QUESTION 5:

Please provide copies of the SCORE Operating Manual for each year dating back to Fiscal
Year 2014.

Copies of the SCORE Operating Manual (SOM) for the last four years are attached. (Attachment
5,6and7)
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Continued Misuse of Federal Dollars by SCORE

Last week’s IG report was not the first time the Inspector General has highlighted the issues of
misuse and comingling of federal funds by the SCORE Association. In the wake of hurricane
Sandy, the SCORE program received a disaster technical assistance grant, which was later
audited by the OIG. Following the audit, SCORE was then required to repay nearly $240,000 to
the SBA as a result of the misuse of funds.

QUESTION 6:

What actions were taken following the disaster technical assistance audit to address the
issue of misuse of federal faunds by SCORE?

The IG report related to disaster technical assistance was issued in FY17, the same year SCRE
was audited by OIG, the findings of which are included in this recent report, The findings related
to the disaster technical assistance grant were resolved in September of FY17. SCORE had little
time to develop and communicate new policies rélated to. contricts and other matters questioned
in the disaster technical assistance report. Below is SCORE’s response to the final demand letter
sent to SCORE by SBA related to the Super Storm Sandy grant.

To: Donald M. Smith, Director OFE, SBA
From: W. Kenneth Yancey, ir. CEQ, SCORE
Date: April 26, 2018

Rer SBA OIG Audit Report Number 17-10

SCORE has received your letter or April 13, 2018 regarding the OIG Audit Report 17-10 The SCORE
Association Disaster Technical Assistance Grant. There are a number of findings reported by OIG
associated with the $840,000 grant to SCORE related to recovery from damages associated with
Hurricane Sandy. Specifically the OIG has requested under Finding 1 that SCORE be required to
reimburse $391,846 in questioned costs. To date, $153,048 has been resolved leaving $238,798 in
question.

SCORE does not agree with the OIG findings and the proposed remedy. There are six open items in
question. All are found on page 9 of the above referenced report, item numbers 3 through 8. We would
like to address these findings and the proposed remedy on a finding by finding basis.

Before addressing the findings, it is clear that SCORE is at a disadvantage regarding this audit process.
When the audit began the individuals that were in the influential positions of Director of Entrepreneurial
Education and SCORE Program Manager had left the agency. SCORE had repeatedly declined to accept
the Sandy Grant and was “forced” to participate. The process was so hurried that Sandy grant funds
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were “lumped” into SCORE’s core SBA grant creating confusion regarding which grant document
governed the Sandy related funds. During the grant period SCORE was in regular contact with the
Director of Ott and the SCORE program manager. Both direction and explanations were provided that
SCORE worked in good faith to execute. All directions, explanations and actions were intended to help
SCORF serve clients impacted by Sandy. OIG has no findings that reference waste, fraud or abuse. A
prudent person would find that SCORE worked hard to help individuals impacted by Super Storm Sandy
in the impacted states.

in the five years since the Super Storm Sandy grant was given, and in the fifteen months since this report
was issued, SCORE has met with SBA, 0IG and provided ail available documentation related to the grant.
We would like to provide the following rebuttals and comments related to the outstanding items.

Finding 3. Remedy $140,488 in unsupported management and consulting expenses.

SCORE's responsc: This was a contract for marketing and public relations support for SCORE's
efforts under the Sandy grant. SCORE properly submitted a contract for these services to SBA.
SCORE did make a payment under this contract prior to its submission. The contract was never
acted on by SBA. Never approved or declined. SCORE has submitted copies of ads for SCORE
workshops, articles about SCORL's efforts, and social media posts supporting work under the
contract. Based on those copies a prudent person would affirm that SCORE used the grant
funds for the intended purpose and the results were satisfactory. SCORE has responsibility
related to contract bidding and approval process which is to follow up with SBA related to their
action on a given contract. We agree that SCORE should not accept or pay invoices when a
contract is not properly approved. in this instance however SBA OEf was kept updated on the
progress of this contractor and continued to provide input and acceptance of the work being
performed. Under the circumstances SCORE should not be required to remit $140,000 as a
remedy given that there was no SBA action at all on the contract and this punishment is too
severe given the level of the error and SCORE’s commitment to better contract approval and
management processes in the future. This punishment will result in less support for SCORE
chapters and clients.

Finding 4. Remedy $31,200 in unsupported web costs

SCORE’s response: These funds were spent to develop a web presence for Super Storm Sandy
efforts under the grant. The work was done for SCORE under an existing relationship and an
existing contract with a vendor that was doing work on SCORI's web presence. SCORE should
have prepared a sole source justification and written a separate contract for work under the
Sandy grant. Given that work was already being done funded by SCORE’s core grant and
knowing that the Sandy grant was also governed by the core grant, SCORE incorrectly deemed it
unnecessary to have a separate contract. The web work was focused solely on Disaster
Recovery content, pages and tracking, so that we could better report to the SBA, indicating it
was necessary work to the grant. SCORE shouid not be required to remit $31,200 remedy this
finding. Under SCORE's core grant we operated correctly and appropriately. There is ciearly no
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waste, fraud or abuse here, and a prudent person would find that SCORE was acting in the spirit
of the grant requirements.

Finding 5. Remedy $30,000 in unsupported costs related to Sandy client follow up.

SCORE'’s response: SCORE was requested by SBA to verify a client’s participation in SCORE’s
Sandy grant activities. SCORE solicited potential contractors through Craig’s List, a broad, online
source regularly used by businesses to locate and engage contractors and other firms. A
contract was submitted to SBA per grant requirements and the contract was not acted upon by
SBA. It was not approved or declined and SCORE did not know or follow up on the status.
SCORE assumed that SBA would be in contact if there were issues. SCORE should have followed
up with SBA. The IG did not agree with the questions that were asked of clients by the
contractor suggesting that we should have asked ask if clients received help from SCORE related
to Sandy. The list of clients questioned was generated from SBA/SCORE’s records of clients who
had previously indicated that they received help from SCORE related Sandy. It was not necessary
to reconfirm that these clients were impacted by Super Storm Sandy. SCORE believes that a
prudent person would agree that the use of Craigslist was a normal business practice, that the
questions asked by the contractor provided the necessary and appropriate information.
Additionally it is SCORE’s belief that SBA OEE was aware of and supported the questions asked.
in the future SCORE will add clarifying question to any similar surveys required. There is not
waste fraud or abuse found related to this item and it is clear that SCORE’s intent was to support
the Sandy grant and its requirements. SCORE should not be required to remit $30,000 in
unsupported costs relfated to this contract.

Finding 6. Recover $27,375 for unallowable workshop fees related to the Sandy grant.

SCORE response: SCORE Chapters produce more than 10,000 workshops each year., Some of
these workshops are free and some have a fee associated with them. SCORE understood that
clients were not to be charged a fee to participate in any Sandy related workshop. We did
however understand through conversations with SBA OEE that SCORE was able to support the
Sandy related Chapter workshops by remitting a specific dollar amount to a chapter to cover
expenses and opportunity costs for holding the Sandy related workshops. While SCORE’s
process was agreed to by SBA OEE this certainly not a best practice without better
documentation. SCORE should be required to pay the $27,375.

Finding 7. Recover $4,575 for unsupported advertising expense.

SCORE response: SCORE did receive an email from the vendor with projected costs for the two
ads in question. The two ads did run afthough the dates of the appearances were not included
in the email related to the cost. The expense is less than $5,000, the two ads ran and SCORE
wrongly assumed that given the small dollar amount and the expected outcome that the email
would suffice. In the future SCORE will gather and provide more detail on similar advertising
expenses. A prudent person would agree that SCORE was operating within the grant
parameters and that the ads in questions clearly supported and promoted resources to aid
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individuals impacted by Super Storm Sandy in affected states. SCORE should not be required to
pay the $4,575.

Finding 8. Recover $5,160 for unsupported and unaliowable meetings.

There was not sufficient documentation for these meetings and meals associated with them.
The volunteer who charged the expenses and SCORE were not aware of the level of
documentation required. SCORE should be required to pay $5,160.

Under this proposed remedy to satisfy remaining findings in the above reference report, SCORE would
pay $32,535 from its FY18 or FY19 grant. SCORE will also work more closely with SBA to avoid mistakes
or oversights on similar grants in the future. This report would be closed and SCORE would not be
responsible for any additional remedies related to this report, financial or any other type.

Thank you in advance for your kind consideration,
QUESTION 7:

Why didn’t those actions work to prevent the misuse noted in the most recent OIG audit?

The contracts that are questioned by the OIG in the most recent audit were all signed prior to the
release of the results of the disaster technical assistance report regarding the Super Storm Sandy
Grant.

As stated above, the IG report related to disaster technical assistance was issued in FY17, the
same that was year by OIG and included in their recent report. Because the audits were
performed at the same time, there was no possible way for us to implement changes that would
have been reflected in the report.

QUESTION 8:

Given the continued misuse of federal funds by SCORE, why should Congress continue to
invest taxpayer dollars into the program?

SCORE continues to stand as a uniquely American organization in its synthesis of two historic
national ideals: the entrepreneurial spirit and volunteerism. In a practical sense, SCORE remains
an incredibly effective and efficient engine of business formation and job creation. As was stated
in the addendum to our testimony of May 1, 2019:

These findings are related to administration and leadership, and should not be allowed to tarnish
or undermine the powerful, positive impact of SCORE’s 11,000 volunteers, who generiously
donate millions of hours each year in sharing their knowledge and expertise with current and
prospective small business owners.

Over our 55 years of operation, SCORE has successfully mentored and trained 11 million
entrepreneurs, and has helped clients to create hundreds of thousands of businesses and jobs. In
2017 alone, SCORE volunteers helped to start 54,000 new businesses and create 61,000 new
jobs. This program fully deserves the funding and support that will allow it to continue to scale
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and grow, allowing SCORE to fulfill its mission of growing thriving entrepreneurial
communities through mentoring and education.

We stand by that mission, our vision, our values and client success. We appreciate the many
years of support that has been provided by this committee and its individual members. We will
fix these problems to your satisfaction, and continue to provide high-quality services to
entrepreneurs in communities across America.

BA OIG Investigations into Fraud and Whistleblower Protection Vielations within

In addition to the OIG’s audit of the SCORE program, the SBA Office of Inspector General is
currently managing three criminal investigations for potential instances of embezzlement and
whistleblower protection violations within the SCORE program.

The first criminal investigation involves a federally funded contract employee making over
$2000 worth of personal purchases using program funds. The second criminal investigation is
examining a contract employee who made over $25,000 worth of personal purchases using
SCORE funds. The third criminal investigation is the result of the Treasurer, who detected the
aforementioned second fraud case, being removed as SCORE volunteer. A decision that was
sanctioned by a SCORE District Director and the SCORE National Vice President of Field
Operations. An OIG investigation substantiated that the removal of the individual as a volunteer
constituted retaliation.

QUESTION 9:

The structure and cooperative agreements of the SCORE program has not prevented
instances of fraud from occurring. Given the reliance on volunteers to operate SCORE
chapters, one could argue that the system is structured in a way that entices financial
misuse and abuse. What potential solutions does the SCORE program suggest to address
this concern?

As you know SCORE has 11,000 volunteer and 300 chapters. Currently, we estimate that there
are over 500 bank accounts at the SCORE chapter level. There are presently 24 total full-time
employees at headquarters, and 135 clerical service providers at the chapter level, who work
between two and 40 hours per week. As with any small business, “employee theft” by a clerical
services provider or a volunteer is an unfortunate possibility. Provided chapter leadership follows
sound business practices, regualry reconciles bank statements, reviews financials, requires
receipts related to the usage of funds or reimbursements and controls access to funds (checks,
debit cards), there is little chance of a problem. These tasks are the responsibility of the chapter
chair and the treasurer, which are both volunteer positions. Reconciliation of bank accounts
occurs annually as part of SCORE’s audit. SCORE chapters provide a Form 3 Annual Report
along with their September 30 bank statement and each chapter account is reconciled from the
previous fiscal year end. It is a burdensome process and has limitations.

SCORE is already in the process of centralizing accounting for all 300 SCORE chapters, an
initiative first identified as critical in FY2017. With the SBA informed, work began on this
project in 2016. This new system eliminates issues related to commingling of funds at the
chapter level by documenting and tracking restricted versus unrestricted funds at the chapter
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level updated every 24 hours. Every chapter deposit is made with the amounts identified as
restricted or unrestricted so we can track appropriately. With this system, no chapter will
maintain cash, debit cards or checks, which significantly lessens the risk of theft. This will also
make it easier and more efficient for the SBA to perform financial oversight audits, as suggested
by the report. We currently have 20 chapters in the new system and are slated to have 100%
participation by March 2020. A plan to more closely monitor chapters while they wait to be
migrated to the new system is being developed.

SCORE leadership will be meeting with the SBA to obtain a clear definition of “commingling,”
and SCORE plans to have an SBA-approved resolution by June 15, 2019. Based on the final
SBA agreement, the SCORE accounting system will be adjusted to accommodate any changes.
Changes will be debuted at SCORE National Leadership Conference in August 2019. The
volunteer training in the SOM is being updated, as requested by the audit report.

QUESTION 10:

What is the SCORE Association’s current process to address fraud or other whistleblower
accusations? Please include documentation which states the SCORE policy and ensures
that this policy is in compliance with existing whistleblower protection laws,

SCORE’s whistleblower policy appears below. It was first distributed through the SCORE
Volunteer Center in January 2015. The policy itself was written by SCORE’s outside legal firm
of Nixon Peabody. The project itself was led by the Chair of our Nominating and Governance
committee at the time. We believe it is in compliance with existing whistleblower laws.

SCORE has agreed with SBA and OIG recommendations to add the SBA Whistleblower policy
ot the SCORE SOM and require annual training on its interpretation and use.

Thus far, we have been unable to find any guidance in the Notice of Award or any guidance to or
from the SBA requiring that SCORE have and maintain a whistleblower policy, the SBA’s
whistleblower policy, or use the OIG Hotline. SCORE added the policy below in January 2015
and will follow SBA OIG recommendations moving forward,

SCORE will protect whistie-blowers as defined below.

¢ SCORE will use its best efforts to protect whistle-blowers against retaliation. Whistle-blowing
complaints will be handled with sensitivity, discretion and confidentiality to the extent allowed
by the circumstances and the law. Generally, this means that whistie-blower complaints will only
be shared with those who have a need to know so that SCORE can conduct an effective
investigation, determine what action to take based on the results of any such investigation, and
in appropriate cases, with law enforcement personnel. {Should disciplinary or legal action be
taken againsta person or persons as a result of a whistle-blower complaint, such persons may
also have the right to know the identity of the whistle-blower.)

« Employees, contractors and volunteers of SCORE may not retaliate against a whistle-blower
for informing management about an activity which that person believes to be fraudulent or
dishonest with the intent or effect of adversely affecting the terms or conditions of the
whistle-blower’s employment, including but not limited to, threats of physical harm, loss of



141

job, punitive work assignments, or impact on salary or fees. Whistle-blowers who believe that
they have been retaliated against may file a written complaint with the Secretary or the Chair
of the Board. Any complaint of retaliation will be promptly investigated and appropriate
corrective measures taken if allegations of retaliation are substantiated. This protection from
retaliation is not intended to  prohibit supervisors from taking action, including disciplinary
action, in the usual scope of their duties and based on valid performance-related factors.

» Whistle-blowers must be cautious to avoid baseless allegations (as described earlier in

the definitions section of this policy).

QUESTION 11:

In the wake of the retaliatory action by both a SCORE district director and a national VP,
as determined by the Agency’s Inspector General, are you concerned that future
whistleblowers would be discouraged from reporting fraudulent activity? What is being
done to ensure the integrity of SCORE’s whistleblower protections?

We are not concerned that future whistleblowers will be discouraged from reporting

inappropriate activity of any type. SCORE has agreed to train all volunteers annually on the SBA
whistleblower policy and use of the OIG Hotline, Future whistleblower claims will be referred to
SBA OIG, and any additional actions related to the whistleblower will be vetted and managed by
respresentatives of the SCORE Board of Directors, SCORE legal counsel and SBA ED and OIG.

QUESTION 12:

The SCORE Association’s National Vice President of Field Operations, who sanctioned the
retaliatory removal of a whistleblower, is reported to have received a year-end bonus of
$62,100 in taxpayer dollars. Are you concerned that rewarding an individual with such an
exorbitant bonus could appear to sanction or encourage the retaliatory action he
approved?

No, we are not concerned that we have sanctioned or encouraged any improper action by paying
this bonus. Bonuses are based on a percentage fo salary and paid based on achieveing agreed
upon metrics. Future whistleblower claims will be referred to SBA OIG, and any additional
actions related to the whistleblower will be vetted and managed by respresentatives of the
SCORE Board of Directors , SCORE legal counsel and SBA ED and OIG.

QUESTION 13:

What communication occurred between the Seattle SCORE Treasurer who reported the
fraudulent activity to the SBA OIG and the SCORE Association? Please provide a full
timeline of communication, with documentation, including copies of all related emails or
mail, either originating from or being delivered to any individual employed by the SCORE
Association concerning this matter.

Please refer to the attached Communications Timeline (Attachment 8) and Compilation of
Correspondence to and from Mr. Yousoufian (Attachment 9).

QUESTION 14:
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The SCORE Association hired a law firm, Nixon Peabody, for the purpose of investigating
the instance of fraud which occurred at the Seattle SCORE chapter. In the course of this
investigation, what conclusions were made by Nixon Peabody, or the SCORE Association,
regarding the decision of two Seattle SCORE representatives to not pursue an investigation
of suspected unauthorized credit card charges or cash theft by the individual who was
accused of theft from forged checks? (See excerpt from applicable police report below).

- voritiad that — used the credit card withowt suthorizetion und they

suspedt thut she stofe funds from peoplc paving lor tit werkshops w cash, but id not wish 10
¥ t FEY L

PUTSUC 080 SUSPICIONS.

In the course of the referenced investigation, the SCORE Association determined that the
accused individual, Ms. Thompson, had misappropriated approximately $27,325 by forging
checks, and that the SCORE Association would not be able to recover those funds from Ms.
Thompson due to her lack of assets. The SCORE Association further determined that Ms.
Thompson acted alone, meaning there were no other persons about whom additional
investigation might locate relevant information. In view of these findings, the SCORE
Association concluded that further investigation of Ms. Thompson’s actions would not be cost-
Justified, since it would not lead to a recovery of assets.

The conclusions reached by Nixon Peabody are privileged communications between attorney
and client, made for the purpose of providing legal advice to the SCORE Association.

QUESTION 15:

The SCORE Association Board of Directors completed an investigation of concerus raised
by the former Seattle SCORE Treasurer. In a May 2017 letter, signed by the SCORE
Association’s Board Secretary, the “The board ha[d] concluded that the Greater Seattle
Chapter had an adequate basis for terminating your volunteer status, and that the Chapter
does not have an obligation to reinstate you as a volunteer.” Please list the individuals who
sat on the SCORE Association Board of Directors in 2016 and 2017.

Board members for FY16 and FY 17 are attached (Attachment 10).

QUESTION 16:

Is SCORE concerned that the fraudulent activity, and subsequent whistleblower protection
violations, within its program will negatively impact either its reputation as an SBA
resource partner or its ability to effectively provide entrepreneurial services?

We have been distressed and negatively impacted by the aggressiveness that has been displayed

related to the OIG audit findings. The OIG audit findings have damaged SCORE’s reputation.
We have lost volunteers, partners and the respect of important stakeholders.



143

SCORE’s ability to serve clients has not been damaged. SCORE volunteers continue to work
diligently in the communities where we serve. Volunteer recruiting remains strong, and the
number of clients seeking SCORE’s services has not declined. Most long-term partners are
strongly behind SCORE and know that we will make things right, by making changes so that
these matters do not reoccur.

QUESTION 17:

How does SCORE define a client trained, as reported in the SBA Congressional Budget
Justification?

Client training is defined as more than one client participating in a common educational session
or discussion. The most common training activities are workshops, but any service where more
than one client is in attendance in a non-personalize interaction is training. This includes
roundtables, CEO Forums, and conferences, among others.

Training must be conducted live.

This activity may be sponsored by either SCORE or another entity, with SCORE participating. A
local workshop must be & minimum of one hour and include two or more clients in attendance.

¢ Attendees must register and attend the workshop to be counted, and their contact information
must be collected (name, email address, phone number).

+ For co-sponsored workshops with another SBA resource partner (for example, a Women's
Business Center [WBC] or Small Business Development Center [SBDCY)), all partners may count
all attendees if each resource partner contributes a significant amount of presentation time
(defined as one hour or more per partner),

= An agenda is required for every workshop and must be retained in documentation.

= An attendee list or sign-in sheet must be completed at every workshop and entered into the
CORE. Scans of lists must be retained.

* An evaluation sheet must be made available for completion by attendees for every training
workshop. Paper evaluations must be retained.

¢ CORE NPS surveys for local workshops supercede the need for a paper form.

‘What Does Not Constitute Training

Following are examples of activities that do not constitute client training:

o No clients are in attendance (example internal chapter meetings).

» Chapter volunteers staff an exhibit booth at a trade show and interact with attendees.

« Chapter volunteer speaks at a local service club, for the purpose of recruiting volunteers or
educating the organization about SCORE.

» Chapter volunteer participates in a television, radio or webcast presentation on a business-
related topic, for which participants do not register or for which attendance is not or cannot be
taken.

» Chapter volunteer participates in a workshop sponsored by a third party, and the volunteer’s
remarks are limited to an overview of SCORE services.
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QUESTION 18:
How many hours, on average, does a SCORE volunteer commit to mentoring each year?

SCORE volunteers recorded 355,024 hours of mentoring with clients in FY18. This number
represents the total time with the client and does not include preparation or travel hours for
mentoring. Note: not all volunteers mentor. The annual average number of hours per volunteer in
2018 was 371.

QUESTION 19:

Please describe the demographic, age, and geographic breakdown of SCORE’s volunteer
network.

For volunteers active in FY19:

26.4% women/73.6% men

11.3% minority/88.7% non-minority

24.3% veteran

Average age of 68

Volunteers by state are attached, (Attachment 11)

. & » o 9

QUESTION 20:
Please provide a complete list of every SCORE chapter location throughout the United States.

The location of Chapters and Branches are provided in the attached document (Attachment 12)

Question from:

Senator Hirono

Reiterating the Importance of Funding ED Programs: As we consider reauthorizing SBA’s
Entrepreneurial Development Programs, which, in many cases, have not been renewed for more
than 12 years, I think many of us here would like to see increased funding for SBDCs, WBCs,
SCORE, and other programs.

QUESTION 1:

Could you elaborate on what increased funding would mean for each of your programs?

SCORE is requesting a $13.5 million appropriation in Fiscal Year 2020, This represents a $2
million increase in funding as compared to the projected Fiscal Year 2019 appropriation.
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SCORE will use these funds to continue the implementation of our Futures 2025 initiative. The
goal of this initiative is to insure SCORE’s relevance and client success into the future. The
components of SCORE’s Future 2025 initiative are below:

The FY 19 results of the implementation of SCORE’s Future 2025 initiative include significant
improvements in client engagement, growth in client services, improvements in service quality,
improvements in diversity and inclusivity, and increased client impact.

We estimate that appropriated funds will be used to serve and support our clients in the following
ways:

Client services: $4.5 million.

s Develop new chapters/branches in specific markets of opportunity including major
metropolitan areas, rural states/communities, inner cities and other underserved areas.

s Continue the development and implementation of SCORE’s Client Road Map based on
client focus group feedback regarding expectations, new products, services and delivery
channels.

¢ Additional funding for special projects at the chapter level including women’s
workshops, diversity and inclusion initiatives and outreach to underserved markets.

Marketing and Communications: $900,000.

¢ Use social and other forms of digital media to reach and attract new clients and
volunteers. Continue centralized digital marketing (website and social media
management) for all chapters

s Develop and organize content and resources to allow simple and instant access for clients
and volunteers. Develop targeted web based centers of excellence for specific industries
(restaurant), business disciplines (marketing, exit), and segments (startup, non-employer)



146

¢ Support SCORE chapters with their goal of becoming an integral part of the economic
development fabric of the community they serve. Develop and implement local chapter
marketing initiatives including referral and word of mouth campaigns.

#  Use referral partner networks to attract clients and volunteers at all levels of the
organization. Form joint marketing initiatives with national and local partners.

Technology and Website: $2.4 million

¢ Finalize development and roll out SCORE Engage, a strategic business tool that is
Salesforce based and will manage SCORE’s client experience, volunteer experience,
volunteer management, association management and stakeholder reporting.

» Properly protect all client, volunteer and other data used, stored or managed by SCORE.
Implement a data security audit and plan to insure all client and volunteer data is as well
protected based on industry standards.

Volunteer Education $800,000
¢ Support for SCORE’s Volunteer National Leadership Conference and seven regional
Ieadership meetings.

Administration: $800,000

s Improve SCORE’s ability to appropriately manage all forms of funding in a manner
consistent with all applicable rules, policies and regulations. Software licensing fees for
centralized chapter level accounting system

» Customization, integration, implementation of centralized chapter level accounting
system to reduce chapter administrative burden and lessen financial risk related to cash
control

Payroll and Fringe: $4.0 million
s Anticipating additions to staff in Finance and Accounting (2) and Technology (1)
Governance: $100,000

& Continue to provide appropriate oversight of SCORE in a manner consistent with all
applicable rules, policies and regulations.
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ATTACHMENT 1 & 2
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[FY18 SCORE ]
FY18 Wages FY18 Bonuses FY18 Total Compensation

|EmpLOYEE
AB 91,673.17 7,500.00 99,173.17
RB 12,153.92 1,000.00 13,153.92
s8 66,881.38 6,700.00 73,581.38
AC 88,491.31 8,863.00 97,354.31
ED 78,841.07 8,500.00 87,341,07
SF 71,644.35 7,500.00 79,144.35
IF 185,099.98 60,000.00 245,099.98
KH - .
SH - -
AH 43,211.63 4,326.00 47,537.63
HK 5,192.28 5,192.28
KK 68,923.17 6,700.00 75,623.17
K 172,932.65 30,000.00 202,932.65
LK 62,201.79 6,230.00 68,431.79
MM 66,875.00 6,695.00 73,570.00
DM . -
MM 52,000.00 4,000.00 56,000.00
RN 46,634.75 4,500.00 51,134.75
Jo © 66,000.22 6,500.00 72,500.22
SR 185,099.98 41,000.00 226,099.98
AS 9,415.38 9,415.38
ES 32,884.53 4,500.00 37,384.53
cs 82,307.67 8,240.00 90,547.67
AS 12,374.57 12,374.57
sU 68,424.92 4,000.00 72,424.92
B8P 164,422.98 33,000.00 197,422.98
AW 75,077.10 6,000.00 81,077.10
KY 185,099.98 185,099.98

Accrual 16,005.22 16,005.22

Totals 2,009,869.00 265,754,00 2,275,623.00
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FY17 SCORE

FY17 Wages FY17 Bonuses FY17 Total Compensation

AB 89,635.32 8,750.00 98,386.32
S8 63,380.81 6,760.00 689,130.81
AC 84,732.10 8,750.00 93,482.10
TC 68,071.48 68,071.48
ED 69,801.50 7,250.00 77,061.50
KD 25,653.86 25,663.86
SF 68,884.71 7,250.00 76,134.71
JF 184,744.31 41,000.00 225,744.31
AH 37,961.41 3,250.00 41,211.41
KK 66,999.92 6,950.00 73,949.92
JK 164,807.59 33,000.00 197,807.59
LK 66,166.34 5,750.00 61,916.34
MM 48,750.00 5,750.00 54,500.00
PM 40,010.83 40,010.53
MM 8,000.00 250.00 8,250.00
JO 54,375.54 6,250.00 60,625.54
SR 184,865.37 62,100.00 248,965.37
AS 79,807.60 8,250,00 88,057.60
cs 79,816.33 8,250.00 87,865.33
AS 47,248.01 2,250.00 49,498.01
sU 55,403.78 4,250.00 59,653.78
8P 148,655.35 33,000.00 181,665.35
AW §1,773.59 - 51,773.59
KY 184,865.37 - 184,865.37
Accrual 30449.42 30,449.42

Totals 1,094,659.24  258,050.00 2,252,708.24
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[FY16 SCORE ]
FY16 Wages FY16 Bonuses  FY16 Total Compensation

EMPLOYEE
AB 86,692.57 8,950.00 95,642.57
SB 61,403.98 4,250.00 65,653.98
AC 77,583.19 6,250.00 83,833.19
cc 69,918.45 - 69,918.45
TC 73,372.22 6,250.00 79,622.22
RC 46,395.73 3,250.00 49,645.73
ED 44,826.79 3,250.00 48,076.79
SF 52,792.27 6,850.00 59,642.27
IF 175,494.89 44,000.00 219,494.89
JG 9,752,11 - 9,752.11
KK 7,730.75 1,250.00 8,980.75
JK 67,692.24 16,000.00 83,652.24
LK 56,124.48 5,250.00 61,374.48
AM 1,308.24 - 1,309.24
PM 42,998.97 3,250.00 46,248.97
Jjo 22,884.54 6,250.00 29,134.54
SR 179,000.12 39,120.00 218,120.12
ER 25,859.16 - 25,859.16
AS 74,831.92 6,250.00 81,081.92
cs 69,754.41 8,250.00 78,004.41
AS 32,018.06 1,250.00 33,269.06
8P 114,660.35 25,000.00 139,660.35
Lw 56,934.69 5,950.00 62,884.69
KY 179,000.12 179,000.12

Accrual 25,233.85 25,233.85

Totals 1,654,266.10 200,870.00 : ...1;855,136.10
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[FY15 SCORE }
FY15 Wages FY15 Bonuses  FY15 Total Compensation
EMPLOYEE
AB 58,321.98 4,000.,00 62,321.98
SB 49,162.92 4,000.00 53,162.92
AC 64,745.41 6,000.00 70,745.41
cC 61,538.40 16,000.00 77,538.40
TC 71,225.19 6,000.00 77,225.19
RC 46,707.59 3,000.00 49,707.59
SF 61,384.55 5,000.00 66,384.55
JF 165,558.25 37,000.00 202,558.25
JG 90,082.06 - 90,082.06
HH 15,107.79 « 15,107.79
LK 52,985.08 4,000.00 56,985.08
AM 43,762.16 43,762.16
PM 41,924.58 3,000.00 44,924.58
RP 12,351.66 - 12,351,866
SR 178,988.65 35,000.00 213,989.65
ER 40,376.86 6,000.00 46,376.86
AS 69,525.76 5,000.00 74,525.76
s 61,919.09 7,000.00 68,919.09
Bp 96,788.23 25,000.00 121,788.23
LW 55,296.54 2,000.00 57,296.54
KY 179,000.12 179,000.12
Accrual - -

Totals 1,516,753.87 168,000.00 1,684,753.87
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[FY1a SCORE — ]
FY14 Wages FY14 Bonuses  FY14 Total Compensation
EMPLOYEE
SB 53,345.29 3,000.00 56,345.29
AC 50,388.49 5,000.00 55,388.49
TC 65,113.74 3,000.00 68,113.74
SF 18,461.52 1,500.00 19,961.52
IF 145,242.34 36,000.00 181,242.34
<) 165,111.12 37,900.00 203,011.12
HH 57,906.24 6,000.00 63,906.24
SK 12,492.93 - 12,492.93
LK 48,634.59 4,000.00 52,634.59
AM ~ 41,538.40 3,000.00 44,538.40
PM 38,685.67 3,000.00 41,685.67
RP 70,505.51 - 70,505.51
SR 170,318.50 33,700.00 204,018.50
ER 10,096.17 1,500.00 11,596.17
AS 85,725.00 4,500.00 90,225.00
o} 54,913.83 3,000.00 57,913.83
BP 88,099.78 25,000.00 113,095.78
LW 51,725.08 2,000.00 53,725.08
KY 172,115.50 172,115.50
Accrual {9,580.91) {9,580.91})

Totals _ 1,390,838.79 _ 172,100.00 1,562,038.79




153

ATTACHMENT 3
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SCORE SBA BUDGETS

BUDGET CATEGORY FYl4 FY15 FY16 FY17 FYi8

Personel 1,746,120 1,823,890 1,879,440 2,169,678 2,275,623
Fringe Benefits 517,535 504,000 526,245 526,000 500,430
Travel 2,186,320 2,153,859 2,410,725 2,426,032 2,084,392
Equipment 144,200 102,860 141,503 67,140 65,479
Suppiles 363,058 997,338 1,124,428 1,053,381 960,125
Contractual 1,812,321 2,409,852 4,404,122 4,244,232 5338722
Other 230,445 8,200 13,537 13,537 275,228

Total 7,000,000 3,000,000 10,500,000 10,500,000 11,500,000
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OME Number: 4040-0004
Expiration Date: 12/317201%

Appil for Federal A SF-424

* 1. Type of Submission;
[} Preappiication T New
7] Apptication

[} Continuation
ChangediCorracted Application Reviston

* 2. Typa of Application: * if Revision, solect appropriate letter(s):

‘ A: Increase Award

* Other (Spectfy).

[

* 3 Dais Recalved:

4. Appilcant identifier:

Wm by Gmnts ov upon submiasion. E ‘

5a, Federal Entlly identifisn

&b, Fedaral Awsrd identifier:

[

i

State Use Only:

8, Dele Recsived by State: } l 7. State Applicalion Identifer, |

B. APPLICANY INFORMATION:

*o. Legal Name: [s;rvica Corps Of Retired Executives Associaiton

* b. Employer/Taxpayer identification Number (EIN/TIN)

* ¢, Organizational DUNS:

[52-1067250

le713066660000 ]

d. Address:

* Streett: 1175 Herndon Pazxkway

Street2: suite 300

*Chy:

County/Parish:

* State:

VA: Virginia

Province:

* Country:

USA: UNITED STATES

* Zip/ Postal Code: . 1301705532

]

@ Organizations! Unlt

Department Name! . DM;Jcn Name:
f. Name and contact information of person to be on matters g this
Prafix. i, 1 * First Name: illiam ]

Middle Name: Tesnmern

*LastName lypnoay

Suffic 3y, x

Tite: [chief Execurive OFfficer

Organizationat Affifation:

!

* Tetgphone Number: !703-49773612 Fox Number: {703-4914066

* Emall: {kerma:h.yanceyiutore Jorg
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A for Federal Assl SF-424

* 8. Type of Applicant 1: Select Applicant Type:

‘N: Norigrofit without 501C3 IRS Statua (Other than Institution of Higher Education)

Type of Applicant 2: Seiect Applicant Type:

{

Type of Applicart 3; Select Applicant Type:

* Other (specity):

* 10, Name of Federal Agency:

Imn Business Administration

—

11, Catalog of Federal Dbm«tlc Assistance Number:

* 12. Funding Opportunity Number:
{scorg-2019-01 |
* Title;

P SCORE

13, Competition Identification Numbern

{ J

Title:

Semmmazn

4. Araas Affected by Project {Citlas, Countles, States, etc):

l ) ] [ AddAhscnmant ] ﬂ Efamﬂ&'cxﬁh | [ viewalficrenert. |

* 45, Dascriptive Titie of Applicant's Projact:

leaimburasments®, Chapter operations, clerical and tralining support.

nm’sm: Reguest for PY1%: Funda will be used for operation of Nstional office, Counselor

Attach supporting documents as spacified in agsncy instructions.

[ "Add Altachmatts ] [ Delete Almchenenis | L, View Attechments ']
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Application for Federal Assistance 8F-424

18. Congressionai Districts Of:

* . Applicant *b, Program/Project ‘Jus A1l

Atftach an additional it of Program/Project Congrassional Districts if needed,

{ | | Atd Mtactmont | [ Borete Aflactmers | W—j

47, Proposad Project:

6 StatDate: [10/01/2018 *b End Date; [09/30/2019

18. Estimated Funding ($): S
* a, Federal 11,700,000, 00|
* b Applicant 0, 00!
* ¢, State 0., 00]
*d, Local 6.00
" e, Other 0.00]
*1. Program income 0.0
*g. TOTAL 11,700,000, 00

* 19, Is Application Subject to Review By Stats Under Exocutive Ordor 12372 Process?

[T] 5. s appication was mads avallable ta the State under the Execulive Order 12372 Pracess for reviewen | |.
D . Program Is subject to £.0. 12372 but has not been seiected by the State for review.

¢. Program is not covered by £.0. 12372,

*20. Is the Applicamt Delinquent On Any Foderal Debt? (if "Yes,” provide explanation in attachment.)

e No

i "Yes", provide explanation and aftach

C | (e R | [ Maciven | [V |

2{.'8y slunlﬂo this application, | certity (1) to the In the ilst of and (2) that the statements

hereln are true, complete and accurate to the best of my knowledge. | alac provide thu required assurences™ and agres to

comply with any resulting terms It sccept an award, | am aware that any faise, or clalms may

subjoct me to criminal, civll, or administrative penaities. {U.S. Code, Title 218, Socuon 1001)

{5 ~*1AGREE

*~ The ist of conifications and assurances, or an intemet ske where you may obialn this list, Is contalned In the announcement or agency
- spacific instructions,

Authorized Reprosentative:

Prefix: s [ * First Name: IJn!m [

Middie Name: 1

*ipstName: [Puqua N f

“Twe  lvprinance

* Telephane Number: {303-487+3644 Fax Number: {703-487-3066 f

EmalL john , fuquaescore . .org

* Date Signed: [namo;nymwvmmm 1

" St of ot Raprsansiv m,m
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Chapter 1; SCORE’s Vision, Mission, and
Values, Beliefs, & the Ways We Act

SCORE’s Vision:

Every person has the support necessary to thrive as a small business owner

SCORE’s Mission;

To foster vibrant small business communities through mentoring and education

SCORE’s Values, Beliefs, and the Way We Act:

"

SCORE 27

FOHR THE LIFE OF YOUR BUSINESS

A chint’s superiatne
the truew

ey -
g o o i 8 e
e

X . S - 91
Matter 5 " ot oue sl e
enalt sw«;‘ sk sty e posliien expariends.
e L § X A velgr's peres
watvers ~ their relevnt
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Mn»wum o | S W_W
2 w\w m« " " ol et St induteers fing
‘31&! i S WINE i
s engaged with SCORE : L | i pee
Froveh,

Our values were derived from the feedback and survey responses from over 20,000 volunteers.
These values represent ‘True North’ for SCORE and every action we take should align to these
values.
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Chapter 2: Membership

SCORE has only one class of volunteers, and all volunteers enjoy the same rights and privileges.
First and foremost, SCORE is one national organization and volunteers are members of that
national organization. Adherence to overall SCORE membership standards, described herein, is
required for being a member in good standing. Locally, SCORE is organized into chapters, which
are chartered operating units within the SCORE Association. Volunteers are affiliated to local
chapters and can be active in more than one chapter at a time. The terms “volunteer” and
“membership” in this SCORE Operating Manual (SOM) generally refer to individual SCORE
volunteers.

Eligibility

Anyone is eligible to be a SCORE volunteer. The person should have a strong desire to help
people and hold the same values as SCORE. Anyone under the age of 18 must have parental
consent before they can serve in SCORE.

Conditions for Membership

There is no single set of factors that make up a great SCORE volunteer. The diversity of race,
gender, personality, and individual experience is what makes SCORE collectively strong.
However, these are factors to consider:

» Alignment to SCORE’s ‘Values, Beliefs, and the Way We Act’

s Ethical conduct and good judgment

« Interpersonal skills, motivation, passion, drive, inquisitiveness, and technological
knowledge.

+ Being client centric with the ability to maintain an open mind and proactively manage
client relationships.

s Willingness to accept and deal with change.

o Willingness to communicate effectively, orally and in writing.

« Willingness and ability to engage in chapter activities, including leadership, committee
assignments, workshops, administration and special programs.

+ Commitment to follow required SCORE procedures, including the completion of all
required forms,

The chapter should communicate clearly to all candidates, prior to accepting them as members,
that:

e Any material developed while in SCORE, used to further SCORE’s mission and activities,
belongs exclusively to the SCORE Association unless otherwise agreed to by the SCORE
Association and other parties.
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e Membership in SCORE is a privilege and as such, SCORE may terminate a volunteer’s
membership, at any time, with or without reason, cause or advance notice.

¢ Meet requirements in SCORE Continuing Education programs to continue to provide the
most relevant assistance to SCORE clients.

e Maintain and record all client activity required by the chapter, district director or
National SCORE office.

* Annually commit to the Ethics/SLATE tenants & comply with all SOM requirements.

Membership Application

Chapters should process applicants for SCORE membership in the following manner:

ALL applicants must complete the online volunteer application on the SCORE website. The
application address ishttos://www.score.org/volunteer-registration.

The Chapter Chair or local recruiting lead should review the application and obtain any
additional information from the applicant, like a full resume and a review the candidate’s
on-line profiles, such as LinkedIn.

The candidate should have a formal interview, utilizing the SCORE interview guide (SCORE’s
interview Guide will be released in Q1 FY17). Prior to accepting any potential member, the
candidate should be interviewed by at least two members of the chapter to better
understand the potential impact of the candidate and their cultural fit in SCORE and the
chapter.

* Al volunteers for all roles should be interviewed. Chapters are also encouraged
to accept non-mentoring applicants in order to fill the other critical roles needed
locally.

« Note on interns — SCORE chapters can use volunteer interns.

* |nterns are simply a defined shorter term volunteer.

* Interns must apply and meet all of the requirements of regular
volunteers, including training, ethics, and onboarding, and should be
tracked and monitored as any other volunteer.

Acceptance

Any accepted applicant must meet the following SCORE requirements. if the chapter rejects the
applicant, the applicant must be notified in writing.

» Create a new volunteer profile in the CORE system with accurate contact information,
background, skills and experience.
« The new volunteer should be marked as provisional, NOT active.
o The completion of provisional period, typically 90 days, is required.
* The applicant does not officially become a volunteer and is not covered
under the Federal Tort Claims Act {FTCA) or Federal Employees
Compensation Act (FECA) or become eligible for reimbursement until
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orientation is completed and all information is fully entered into the
volunteer database.
* During the provisional period the volunteer must be provided an internal
SCORE mentor and may only mentor SCORE clients as a co-mentor.
¢ The new volunteer will receive an email from SCORE with details on their user name and
password to log into the SCORE Volunteer Center to start National training and
orientation. The new volunteer will also receive materials via mail, sent to their address
of record.
* Complete and comply with the SCORE Code of Ethics and Conduct as a condition of
membership and commit to this annualily.
e Complete all SCORE Training and Orientation programs, including the required National
training and certification programs.
s Commit to fulfilling the individual role and activities agreed upon by the volunteer and
chapter,
* There is no national minimum requirement for the amount of time or activity a
volunteer must contribute to SCORE, but each volunteer must be active and create
value for SCORE and our clients.

However, chapters should not to accept a person if the volunteer:

® Has a conflict of interest or cannot comply with the SCORE Code of Ethics.

» Is a paid staff member of the U.S. Small Business Administration {SBA) or another SBA
resource partner organization. These SBA staff members are not eligible for
membership. However, the chair may ask for an exception from the SCORE Vice
President of Field Operations if a critical need arises.

e Is a person who, in applying for membership, made material misrepresentations
{including concealment) about their background or experience. Such a person may be
denied membership or removed from membership.

Participation and Roles

There are many ways for any volunteer to participate in SCORE. Volunteers may be involved in
any or all of the following:

Mentoring — in person or virtual; general business or subject matter expertise
Workshop presentation and group learning facilitation.

Team Advisory Services

Marketing, Community relations, Fundraising

Administration

* ® & o e

NOT EVERY volunteer must mentor clients or even should mentor clients. In fact, the best
operating chapters have many non-mentoring volunteers filling crucial roles in the chapter.
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Chapter 3: SCORE’s Code of Ethics and Professional Considerations

Qur Code of Ethics provide guidance to enable volunteers to address unique situations as they
occur. Volunteers must review and attest to the Code of Ethics annually.

Compliance

The Code of Ethics is a separate document located at the end of this chapter, but completion of
theannual requirementincludes completingthe e-learning Ethics module in the SCORE Volunteer
Center. The Code embodies those principles that SCORE volunteers embrace as they relate to
clients and others when they represent themselves and SCORE and all volunteers must followthe
spiritand letter of the code. Our Code ensures that SCORE and all of its volunteers remain
unbiased and aligned to serving the bestinterests of our clients.

Client Definition

* ‘Client’ shalimean any person who has requested or received any service from SCORE,
including requests for mentoringor registration foraworkshop.

¢ SCOREusesaclient’s email address astheir unigue identifier. Every attempt should be
made to obtain and maintain every client’s valid email address.

NOTES: SCORE and SCORE's volunteers ARE NOT directed, nor expected, nor have any legal basis
or authority to ask for a client’s immigration status, nor should a SCORE volunteer deny service
to any client based upon suspected immigration status. Denial of service is only adjudicated
when a client freely informs SCORE of their illegal status or if SCORE is duly informed by the SBA
that the individual is not lawfully within the United States.

SCORE is obligated to mentor all legal businesses, but individual volunteers may request to not
mentor a business in which there is a moral conflict.

Federol laws prevent SCORE from mentoring any client whose business is illegal or criminal.
Businesses whose products are legal, but may be used by another business in an illicit manner,
are still legal businesses (example: a business that produces a product then used to produce
marijuana). SCORE cannot mentor the marijuana grower or distributer, but can mentor a
business who produced a fertilizer used by others to grow marijuana.

Compensation
SCORE volunteers cannot accept any compensation in the fulfillment of their duties in SCORE.

In the event that a volunteer accepts employment from his/her client, he or she must
immediately resign from SCORE.
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The chapter chair will take the following actions:
s Immediately remove the volunteer from the chapter roster and notify the National
office by using the most recently approved method.
¢ Immediately inform the client in writing that the mentor is no longer a SCORE volunteer
and that SCORE cannot be held accountable for the future actions or advice of the
former mentor.

Third Parties

When volunteers perform SCORE services for another organization or agency {other than

SBA or SCORE clients}, the organization may provide an honorarium to SCORE to offset the
expenses a volunteer may have incurred. The volunteer will be reimbursed by SCORE for out of
pocket expenses through normal SCORE financial procedures. The volunteer cannot be directly
reimbursed or compensated by the 3% party.

Personal Interests

To safeguard the integrity of the SCORE mission, it is vital to avoid any actual or apparent
conflict of interest. As outlined in the Code of Ethics, no volunteer may solicit any client for
business or become a paid consultant or contractor for any client. Similarly, no volunteer can
invest in a client’s business.

However, it must be noted that being a SCORE client does not preclude doing business with a
SCORE volunteer in certain circumstances. Specifically, a SCORE client can engage a SCORE
volunteer’s business if the following:

1) The volunteer has not personally mentored the client

2} The volunteer’s business is public in nature. Examples include the volunteer owning a
restaurant at which a client may dine, the volunteer publically lists real estate and a client
(represented by an independent agent) purchases or leases property, the volunteer owns a
car dealership and an unsolicited client purchases a vehicle.

3) The volunteer is referred in an unidentified manner through a Chapter prepared list or
published directory {See below)

Referral of SCORE Volunteers to Clients

When a SCORE client requests references for professional services in the community, the
SCORE mentor may provide a chapter prepared list or a publically published directory of no
fewer than three persons. This list may include a SCORE volunteer. The chapter or SCORE
volunteer may not recommend any individual on the reference list other than to indicate that
all are deemed to be highly qualified. If the list contains a SCORE volunteer, the volunteer’s
affiliation with SCORE cannot be noted in any way. Notice should also be given to the client that
SCORE does not vet nor warrant any of the referenced service providers or their services or
products.
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If a SCORE mentor is selected from the list provided, that mentor must provide notice, in
writing, to the client that the services are provided independently of SCORE, and SCORE is no
longer involved. A copy of this notification must be given to the chapter chair. The SCORE
volunteer named on the list may not be someone who has previously mentored the client
requesting the referral.

Personal Conduct

As long as persons are SCORE volunteers they shall:

Participate in chapter activities as agreed to between the chapter and the volunteer.

* Be responsible for maintaining continued relevance to SCORE clients with continued
education on small business principles and tools.

e Seek advance advice about the propriety of any action or inaction that they have
reason to believe may be or may lead to a violation of the SCORE Code of Ethics
before they or others engage in the activity or fail to act.

o If needed, the chapter chair shall consult the district director or SCORE Vice
President of Field Operations concerning the proper decision. Any volunteer
requesting advice from any chapter, district or national officer shall receive a
decision in writing.

If a volunteer wishes to enter into a personal relationship with a SCORE client, he or she should
consult the chapter or district leadership for guidance.

Variances/violations

Any violations should be reported via the grievance process defined in Chapter 7 of the
SOM, or, if the grievance involves the leadership of the chapter or district, the volunteer
should directly contact the Vice President of Field Operations at the SCORE Association
office.

All of the provisions expressed in the Code of Ethics are set forth for the purpose of protecting
SCORE clients, SCORE volunteers and the SCORE Association. However, where one or more of
these provisions works to the detriment of a SCORE client, however slight that detriment may
be, a variance may be granted where the SCORE Association Vice President of Field Operations
deems it appropriate to do so.

The process is as follows:

* The request shall be made in writing by the affected client or volunteer.

* The request shall set forth the reasons in full as to why any provision(s) of the SCORE
Code of Ethics as written will work to the detriment of the client.

* The request shall state that the client has had ample opportunity to consult competent

pg. 11



174

professionals (lawyer, accountant, etc.) and is satisfied that the variance is in his/her best
interests.

* The request shall be submitted to the chapter chair who may make a recommendation as
to the disposition of this matter and will forward the matter to the district director.

* The district director may then make a recommendation and will forward the matter to the
SCORE VP of Field Operations.

* The SCORE Vice President of Field Operations will render a decision in writing with
copies to all parties.
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Our Code of Ethics and Conduct

SCORE volunteers have always held the highest leve! of ethics and conduct. The tenants of this code are the
foundation of our organization and are the basis for individual membership. Individual membershipin SCOREisa
privilege and, as such, may be terminated at any time for any reason. Violations of the Code of Ethics will result in
immediate termination from SCORE. Additional information, explanations, and exceptions to this code are detailed
in the SCORE Operating Manual {SOM). All ethics related concerns, including investigation of allegations and
appeals to violations, will follow processes defined in the SOM.

RESPECT

*  Always act professionally and treat all clients, volunteers, and staff with respect -

* Notengage in any destructive behavior within the chapter or SCORE (physically, verbally, in writing or online)

*  Notdiscriminate against any person on the basis of race, color, gender, national origin, age, religion, maritai
status, handicap or sexual preference

+  Notengage in any form of insensitive behavior or sexual harassment

CLIENTS MATTER

Always place the business interests of SCORE clients first

Protect the confidentiality of client information so that it remains within SCORE

Never prematurely judge a client or their idea & strive to create a long term relationship with afl clients
Ensure that every client is aware of the ongoing services and resources available to them from SCORE
When advising clients about seeking professional services, identify, whenever feasible, several sources from
which the client may select

€ o 8 w o

CONFLICT OF INTEREST

*  Conduct all SCORE activities to avoid any conflict of interest between my personal or husiness interests and
the interests of SCORE clients. This includes not recommending the purchase of goods or services in which
there is a direct or indirect interest to me, my family, or my professional colleagues.

«  Notbecome an officer, director, shareholder, investor, or partner of my clients, nor provide funding, of any
type, to any client that receives assistance from SCORE {see the SOM for more details)

COMPENSATION

»  Offer my services at no charge to SCORE clients, not accepting fees, honoraria, payment for travel or other
expenses incidental to mentoring, or any other activity, nor accept fees, commissions, kickbacks or things of
value from third parties when recommending products or services to a client

»  Never solicit business from any SCORE client or become an employee, paid contractor, or consultantto a
client’s business {refer to the SOM for more details}

VOLUNTEER COMMITEMENT

s Adhere to the requirements set forth in the SOM and my chapter to be a member in SCORE

*  When representing SCORE, clearly identify myself verbally and in print with my SCORE title, current SCORE
branded business card, and signature block on all communications

«  When representing SCORE publicly, refrain from statements that are critical of SCORE, its sponsors or the SBA,
or that promote any political party, elected official or candidate for elected office

& Read, understand, and agree to the entire Code of Ethics annualily
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Chapter 4: Chapter Operations

The following describes the main aspects of chapter operations and compliance ~

1) Legal, including contracts
2) Daily Operations
General Administration
Leadership Planning
Recruiting
Clerical Administration
Continued Education
Activity Reporting
g. Client Services, including Non-Disclosure Agreements
3} Finance
4) Marketing
5} Government Relations
6) Election of SCORE volunteers to SCORE’s Board of Directors

o 00O

1) Legal, including contracts

The SCORE Association exists as one national organization. Chapters are not legal entities and
do not have the ability to enter into contracts or agreements that present any level of liability
to SCORE.

¢ All contracts must be submitted to National SCORE for approval and execution.
© Any contract or agreement where money changes hands between SCORE and
another organization, vendor, or contractor must be approved by the Vice
President of Field Operations and/or the Vice President of Finance.
¢ The one and only SCORE EIN number to be used is 52-1067290,

2) Daily Operation
General Administration

¢ Chapters manage their own day to day operations with the input and guidance of the
District Director, Regional Vice President, and SCORE National staff, Every chapter must
maintain up-to-date chapter operations guidelines.
- These guidelines define the routine aspects of normal operation. They are not
Bylaws, nor are the legal documenis.
- Chapters cannot have Bylaws.
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- The written guidelines specify the officers required, how they are elected, their
terms of office and any qualifications for holding office or any duties different
from those usually appropriate to the office.

~ The chapter’s guidelines shall not contain anything contrary to the SOM.

¢ Maintain and implement a written business plan that is reviewed and updated
annually and includes chapter operations, marketing and funding plans. The
business plan must cover all aspects of chapter business operations. The
chapter’s business plan and operation must be consistent with the SCORE
Association mission, SOM, and Chapter Minimum Standards (chapter chair and
leadership team).

& Conduct an annual goal-setting process in consultation with the DD and RVP.

e Maintain a written list of current job descriptions, functions or policies that may be
unique to the chapter. This must be made available to chapter membership.

» Maintain up to date info on all chapter members in the CORE system at all times,
including addresses, email addresses, skills, and experience.

¢ Complete all required reporting of client and volunteer activity.

* Remove volunteers that do not adhere to national policies or consistently underperform
on key client service metrics.

* Hold routine chapter meetings to communicate and train.

s Alist of commonly used forms are included in Appendix A. Any and all forms are
available for download in the Volunteer Center.

Leadership Planning

¢ Develop a line of succession to assure continuity with incoming chapter officers and
maintain a written leadership succession plan with sufficient lead time to provide ample
training for prospective chapter officers and committee chairs.

* Provide opportunities for prospective leaders via appropriate committee assignments.

*  Work to ensure the chapter chair and other future leaders attend SCORE’s annual
National Leadership Conference.

Election of Leaders

1) To ensure a fair and informed election of officers, the chapter chair will appoint a
nominating committee to select, interview and evaluate the qualifications of candidates
for office.

2) The nomination slate is given to the District Director for approval.

3) Upon approval by the district director, the chapter chair will give proper and timely
advance notice to the membership of the election process and date.

+ Chapter elections must be held no later than May 15 so new officers and appointed
committees may be adequately prepared to function on the first day of the new
fiscal year, which begins October 1. Elections should be completed by May 15, in
order for incoming chairs to attend the national chapter chair orientation in early
August.
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s Officers may be elected in one of two ways:
s By a majority vote of those responding to a ballot sent to all chapter volunteers.
* By a majority vote of volunteers present at a regular or special meeting following
a written notice sent not later than two weeks prior to the date an election is
scheduled.

In the event of more than 2 nominees, a majority is defined as the candidate that receives
the most votes, not a mathematical 50.1%. in the event an election for chapter chair results
in a tie, a second vote should be taken. If the second vote again results in a tie, the district
director shall cast a vote to break the tie.

Removal of Leaders
A chapter leader may be removed or lesser action may be taken if the officer knowingly:

e Fails or refuses to comply with a decision or directive of the national SCORE
Association office, the district director or the chapter chair.

* Fails to fulfill in a substantive way the responsibilities of the office held.

® Acts in an improper manner so as to discredit the office, chapter, district, SCORE or
the SBA.

* Does not comply with applicable SOM provisions and chapter operational guidelines.

Removal action may be initiated by the Chapter Executive Committee, the district director,
the Regional Vice President or the SCORE Vice President of Field Operations. In addition, a
majority of chapter volunteers may petition for the removal of any leader. An attempt shall
be made to resolve the matter informally with the officer at the chapter level, with the
district director, with the regional vice president, and/or the SCORE Vice President of Field
Operations participating.

If the matter is not satisfactorily resolved, the district director or regional vice president
must promptly notify the SCORE Vice President of Field Operations of their recommended
course of action. The SCORE VP Field Operations is the final arbiter of the matter and shali
resolve the matter within 10 days.
¢ If an officer is removed, the district director shall appoint a chapter volunteer to act
in place of the officer until the chapter elects a new officer

Volunteer Recruiting and Training

s Recruiting new volunteers is the most important item that chapters must do. There are
a number of considerations for new volunteer recruitment. Below is a non-inclusive list
of some considerations and tasks:

o The chapter shall not set any arbitrary requirements of time as a precursor for
accepting an otherwise qualified volunteer.
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» The chapter cannot limit new volunteers by a specific measure, like retired or in
business. All willing volunteers that can uphold our values and ethics should be
able to be a SCORE volunteer.

*  Maintain and implement a written recruitment plan that inventories the mix of
current chapter volunteer backgrounds and skills and then targets recruitment
efforts to fill the gaps and anticipated needs to ensure the chapter can meet the
service requests of its clients and the business community served.

= Coordinate this recruiting to include geographical considerations for the chapter.
Recruiting new volunteers in areas currently not served or underserved is a
priority for SCORE's growth.

e Attract and recruit talented volunteers representing the gender, races
and ethnicities served by the chapter to reflect the community.

* Conduct new volunteer orientation to ensure a professional and complete
introduction to SCORE. The orientation should contain information on the
different roles of the chapter, the district and the national organization as they
refate to the volunteer.

s Ensure that the new volunteer completes all SCORE Orientation
Programs, including the Mentoring Methodology certification, within the
provisional period. A volunteer should not be changed from provisional
status without completion of these activities.

e Assign each new volunteer a training mentor for his or her provisional
period.

s Ensure that all chapter volunteers complete the SCORE Code of Ethics and
Conduct training annually. The Code of Ethics training must be completed
through the SCORE Volunteer Center.

Clerical Administration

s Any paid clerical support services, if used, must be procured through SCORE’s approved
clerical provider.
¢ The current provider of clerical admin service providers is Panther Global Group
(PGG).
Chapters cannot have paid employees.
Chapters cannot engage with a local labor service provider, including any
independent contractor.

Independent Contractor Requirements for Other Chapter Support Providers (Marketing
Services, Technology Services, etc.)

e [ndividual providers of other chapter support services can be included into the SCORE
national labor service partner {see clerical administration)

» Independent Contractors are ONLY ALLOWED if they meet the following requirements:
¢ The contractor is an incorporated business
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¢ There is a specific Statement of Work (SOW) detailing the specific tasks to be
completed.
& The SOW is time activated with start AND end dates. Any SOW with a time
period longer than 6 months must be approved in advance.
* No more than 3 consecutive SOW for the same tasks will be executed without
requiring a bid process for services to be undertaken.
¢ The Independent Contractor must show proof that they are currently or have
been engaged as an independent contractor for similar tasks within the past 6
months. ‘
¢ The Independent Contractor must complete an W-9 and will be issued a 1099 at
the end of the year by the National SCORE office.
e The mdependent contractor must pass IRS desggnatfon asan mdependent contractor

contractor-se!f-emploved or-employee

* For any independent contractor, SCORE cannot have the legal right to control
the details of how the services are performed. SCORE cannot control what will
be done, where or when it will be done, nor how it will be done.

* Al new and renewed contracts must be approved by the SCORE Vice President Field
Operations, or his or her designate, paid from chapter treasuries.
» The contractor reports to the chapter chair or designate.
* Any requested exception to the above process must be requested of the Vice
President of Field Operations.

Continued Education

s Ensure all volunteers complete any requirements set forth by SCORE for
Continued Education.

» Conduct ongoing volunteer training to improve mentoring techniques and
ensure mentoring skills are current.

* Ensure that all volunteers are familiar with and comply with the SOM. Chapter leaders
must see that the guidelines are followed.

Client Services and Activity Reporting

The SCORE Association is required by Congress to report on services provided to the small
business community and the contributions made by SCORE volunteers. To effectively report
to the SBA {the federal entity that administers SCORE’s federal grant) and Congress, all
chapters are required to record all client and volunteer activity within CORE. This
information is used in funding requests, planning and budget ailocation.

The CORE system was developed to provide accurate information and statistics about

SCORE membership, mentoring and training activities and other operations reported to the
SBA, Congress or other stakeholders. SCORE data is reported to all SCORE volunteers in the
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SCORE Volunteer Center and uploaded to the SBA. A full and accurate picture of SCORE's

activities is dependent on timely and accurate reporting from all chapters.

All chapters and volunteers are required to comply with the reporting of all client activity,

volunteer information, and chapter operational information in the CORE system. The
following are the definitions of mentoring and workshops.

Local Face-to-Face Mentoring

Mentoring occurs when a SCORE mentor or team of mentors receives a mentoring request
and responds by providing substantive advice. The client or primary mentor must complete
the client information requested in CORE (in compliance with the SBA Form 641 Mentoring

form).

¢ The initial mentoring case or session must be 60 minutes or more in length in order

to be reported as a case, including preparation time.

o NOTE: There is no time requirement for subsequent visits (follow-ons).

s Preparatory time is reported in addition to the length of a mentoring session.
+ To be counted as a mentoring case or session, the advice given should be of

sufficient value to have resulted in a billable client service by a paid consultant.

* A session with two or more individuals representing a single business entity or client

counts as one mentoring session or case.

# A session with two or more mentors and a single business entity or client counts as

one mentoring session or case.

s Travel time will be tracked so that mentors are credited with having worked the
time, but this will not be included in the length of a mentoring session nor is the

time credited to the mentoring session.
National Email & Oniine Mentoring

The following guidelines apply for online mentoring

¢ The initial mentoring case or session must be 30 minutes or more in length in

order to be reported as a case and the information is captured in CORE. The time
requirement includes research and prep time in addition to the actual response

creation time.

o NOTE: There is no time requirement for subsequent sessions (follow-

ons).

* To be counted as a mentoring case or session, the advice given should be of

sufficient value to have resulted in a billable client service by a paid consultant.

Video, Telephone, and other modes of Mentoring
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« The initial mentoring case or session must be 30 minutes or more in length in
order to be reported as a case and the information is captured in CORE.
s There is no time requirement for subsequent sessions (follow-ons}.
Preparatory time is reported in addition to the length of a mentoring session.
To be counted as a mentoring case or session, the advice given should be of
sufficient value to have resulted in a billable client service by a paid consultant.

What Does Not Constitute Mentoring

Providing non-business information or advice is not counted as a case or session. The
following are examples of some of the activities that do not constitute a mentoring case
or a session:

« Client calls for and receives directions to the chapter or information about office
hours or SCORE activities.

s Client calls for and receives the telephone numbers of local or state government
offices for business registration or other contact information for other potential
resources. .

» Client visits or Is referred to a chapter, mentor, workshop, or website for
information.

e (Client downloads information, software, templates or other files from a chapter
volunteer or other website without mentor contact that meets the definition of
a case.

o Client is sent an email newsletter or marketing information electronically.
Mentor contacts a client for the purpose of scheduling a meeting, and the
conversation does not meet the definition of a case.

e Mentor contacts a client for the purpose of following up or checking in, and the
conversation does not meet the definition of a case.

Workshops / Webinars

A workshop is an educational or training program for a group of individual attendees
{non-SCORE volunteers} on a business-related subject. A workshop may be conducted
live (local) or as a webinar. This activity may be sponsored by either SCORE or another
entity, with SCORE participating.

A local workshop must be a minimum of one hour and include two or more clients in
attendance.

s Attendees must register and attend the workshop to be counted, and their
contact information must be collected (name, email address, phone number).

¢ For co-sponsored workshops with another SBA resource partner {for example, a
Women'’s Business Center [WBC] or Small Business Development Center {SBDC]),
all partners may count all attendees if each resource partner contributes a
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significant amount of presentation time (defined as one hour or more per
partner).

s An agenda is required for every workshop and must be retained in
documentation.

s An attendee list or sign-in sheet must be completed at every workshop and
entered into the CORE. Scans of lists must be retained.

» An evaluation sheet must be made available for completion by attendees for
every training workshop. Paper evaluations must be retained,
* CORE NPS surveys for local workshops supercede the need for a paper form.

& Online e-training/webinars/workshops must be a minimum of 30 minutes and
include one or more clients participating and delivered via a computer and/or
the internet.
* Must include a registration process
s Must include an evaluative process

What Does Not Constitute a Workshop
Following are examples of activities that do not constitute a workshop:

# Chapter volunteers staff an exhibit booth at a trade show and interact with
attendees.

« Chapter volunteer speaks at a local service club, for the purpose of recruiting
volunteers or educating the organization about SCORE.

s Chapter volunteer participates in a television, radio or webcast presentationon a
business-related topic, for which participants do not register or for which
attendance is not or cannot be taken,

* Chapter volunteer participates in a workshop sponsored by a third party, and the
volunteer’s remarks are limited to an overview of SCORE services.

Client Response and Communication

« Initial client contact processes are some of the most fundamental part of SCORE’s
service to clients.

o Chapters must ensure that all clients will be contacted personally within two
business day after a service request. This means the client is physically
contacted by a volunteer within 48 hours, not merely that a mentoring
request is assigned within 48 hours.

o Faster client contact will minimize any issues with regard to client non-
response.

e Chapter must maintain:
* A phone number with messaging capability. Virtual phone systems, like
grasshopper.com are acceptable or even preferred.
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A dedicated chapter email address that is monitored so that requests are

responded to per guidance above. A chapter email is provided from SCORE

National.

A method for scheduling and carrying out mentoring appointments.

A method for handling workshop scheduling and registration and for the

collection & retention of attending client information, fees, and evaluations.

= (Clients attending workshops should provide their name, email address, and
zip code at a minimum

Client Conﬁdentialiry and Non-Disclosure Agreements/Confidentiality Agreements

Client confidentiality is an institutional principle at SCORE. This meansthata
SCORE client’s confidentiality does not reside with a single volunteer or chapter,
but is maintained confidential within SCORE.
SCORE volunteers cannot sign any client’s confidentiality agreements or any
Non-Disclosure Agreements (NDA). In lieu of executing NDAs, a volunteer should
describe {and show) our Code of Ethics and our relationship with federal
government/SBA as proof of confidential service.
s Any client that still demands an NDA after understanding our
confidentiality and ethics principles should be recommended to seek
assistance from another organization or a paid consulting resource,

3} Finance

+  Ensure that chapter funds are controlled and monitored per SCORE’s Accounting Policies
and Procedures and Chapter 5 of this SOM.

# Report financial activities annually on Form 3, Chapter Annual Report.
Set budgets based on the chapter’s business plan and have ongoing fundraising
efforts to ensure sufficient funding for ongoing chapter operations.

Maintain funds not to exceed 12 months
* The goal for chapter funds to ensure proper cash flow for routine
operations, not to grow cash reserves,
If a chapter has in excess of 12 months of operational expenses, without
a plan to utilize the funds to further SCORE’s mission, there are 2 actions
that may be applied.
*  The District Director may realiocate the chapter’s budget
allocation until chapter funds are consumed
% Chapters can donate funds for expansion efforts local within their
district

4} Marketing, Communication, and Collaboration
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All chapters must maintain the chapter website provided as part of www.scare.org. Each
chapter website must meet the minimum required contents, per SCORE Chapter Marketing
Guide.
* Effective October 1, 20186, chapters cannot create any new independent
websites.
*  All legacy local websites must meet the minimum required contents and brand
guidelines as outlines in the SCORE Chapter Marketing Guide.
= Effective October 1, 2016, SCORE National will NOT reimburse a chapter for any
expenses associated with the operation or maintenance of their legacy local
website.
All materials developed by chapters must include the SBA logo and the following disclaimer
in legible, easily readable print:

“The material in this publication is based on work supported by the U.S. Smali Business
Administration under cooperative agreement SBAHQ-17-5-0001**. Any opinians, findings
and conclusions or recommendations expressed in this publication are those of the author
and do not necessarily reflect the views of the U.S. Small Business Administration.”

“SCORE services are provided without regard to race, color, national origin, gender, age and
disability. Persons with disabilities may request reasonable accommodations with a two-
week advance notice.”

**This number changes annually. This number above is for the fiscal year 2017. Please
contact the association office for the current number and with any questions you may
have.

Maintain effective communications with small business resources within the chapter’s
community (Chambers of Commerce, Economic Development Organizations, Libraries,
Colleges, etc.), other SCORE chapters, local SBA representatives, and the SCORE district
director.

Use only the current official SCORE brand and logos in all chapter publications (for
example, business cards, letterhead, brochures, website, etc.). Chapters and

volunteers are not allowed to change or aiter the standards created for branding by
SCORE Marketing.

NOTE: Our brand is SCORE. Adherence to the official brand includes eliminating all
references to “Service Corps of Retired Executives.”

Appoint a chapter Marketing volunteer to maintain active contact with the local
media and provide them with information on chapter activities.

Establish and maintain community partnerships to ensure that the community (state
and local government officials, military and local business) knows of the chapter’s
services.

5} Government Relations
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+ Coordinate with SCORE district resources to conduct and report at least one face-to-face
contact per year with members or staffers of the U.S. House of Representative or Senate
who represent the area where the chapter is located.
= Congressional contacts should utilize only the national level agenda items bolstered

with local impact data. All information for congressional contacts will be provided.
*  Ensure that congressional contacts are reported to the SCORE National office.
o Email volunteerservices@score.org to report GR activity.
o Include the date, names of SCORE volunteer, names of elected member
or staff, and conversation summary.
o SCORE Volunteers should not lobby nor advocate. These meetings are
conducted to ensure that our elected representatives know about
SCORE's local activities and impact.

6} Election of SCORE Volunteers to the SCORE Board of Directors

The SCORE Association Board of Directors is composed of at least 1/3 of individuals from within
the SCORE Association and 2/3 of individuals from outside the SCORE Association
(independents). SCORE volunteers interested in serving on the board of directors should
contact the SCORE office in Herndon. The SCORE office will communicate the information to the
chair of the nominating committee who will contact the interested SCORE member. A potential
candidate may be nominated by another SCORE member, or they may self-nominate. The
nominating committee, as required by the bylaws of the SCORE Association, will recommend to
the board qualified candidates from within the SCORE Association. The board will then elect by
majority vote.

The board elects both SCORE and independent {non-SCORE} board members. Board members
are eligible for two three-year term.
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Chapter 5: Finance

Each district is provided an annual operating budget to help cover SCORE-related district and
chapter expenses for the fiscal year. District directors allocate funds for district and chapter
expenses, and all funds are available on a reimbursement basis. in addition to the annual
allocation, each chapter should have ongoing fundraising efforts to ensure that the chapter’s
operations for 12 months are maintained.

* Ensure all chapter bank accounts have correct designates listed as a signors. This should
include the current Chapter Chair and Treasurer, at a minimum, The District Director
may also be a signor on the chapter accounts within their district. Signature cards must
be updated with every change in leadership.

For information regarding SCORE’s tax exempt status, please refer to Chapter 10.
Use of Funds

Chapters may use any funds to reimburse volunteers or the chapter for expenses that support
the mission of SCORE. The following are normal expenses for chapter operations. Note: Chapter
funds cannot be used for expenses of a personal nature or for the personal benefit of the
chapter’s volunteers.

s Postage, office supplies, office equipment, software, publications, furniture, property
and liability insurance, volunteer recognition and chapter rent. Chapters should submit
Form 14, Total Expense Reimbursement Form, to the National office. The chapter chair
or the chair’s designee and the district director must approve expenses reimbursed to
the chapter.

® Advertising and marketing programs to enhance public knowledge and client
awareness of SCORE services and the recruitment of volunteers.

*  Workshop activities, including advertising, purchase of materials, equipment for
presentations and room rental costs.

+ Promotion of and cooperation in activities with other groups or agencies that support
small businesses, including dues or registration fees.

* Travel expenses, including mileage, parking, taxis, per diem, airfare, hotel expenses
and miscellaneous expenses will be reimbursed to volunteers via a properly completed
and approved Form 14, Total Expense Reimbursement Form. Reimbursement is at the
discretion of the chapter when approved by the district director. Mileage will be paid at
a rate determined by the SCORE Board of Directors, currently $0.25 per mile.

¢ Note: the $0.25 per mile is above the $0.14 per mile rate for charitable miles,
but a volunteer always has the option to deduct non-reimbursed miles driven
for SCORE on their tax returns.

All expenses other than clerical must be submitted on Form 14, Total Expense Reimbursement

Form. Chapters may be reimbursed directly for expenses with a properly approved Form 14.
District directors must approve Form 14s paid directly to chapters and chapter chairs.
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Notes on Funds

». Comingling Funds Definition — Comingling occurs when monies that can be considered
unrestricted are deposited into an account with restricted money. Thus, unrestricted
monies are mixed together with restricted monies. Once monies are mixed, they are all
considered restricted.

e Restricted Funds -

e All monies reimbursed from SCORE National, as well as locally generated
revenue from chapter operations (including chapter level revenues from
workshop programs), are considered to be federal funds and subject to
restrictions from SCORE’s federal grant.

* No monies can be used as donations to any other organization
* No monies are allowed to be invested

¢ No monies can be awarded or given in any other copacity to any: SCORE
client.
® Unrestricted Funds —

* Private and corporate donations to SCORE can be considered unrestricted from
the SCORE Association federal grant. To avoid comingling, these monies must
be either:

s tracked separately ~ accounting to include tracking of both restricted and
unrestricted funds in the account

OR

e be deposited and maintained in a separate local account.

Chapters also have the option to deposit unrestricted funds into the chapter’s account at
the SCORE Foundation. These funds then are not reportable on the Chapter’s Form 3
report.

® Chapters are responsible for the expenses of their branches. The chapter chair or the
chair’s designee must approve all expenses for branches, including those of the
volunteers.

® Al chapter funds, even unrestricted funds, belong to the SCORE Association. If the
chapter closes for any reason, all monies revert to the SCORE National office.

¢  Allitems, including computer equipment, postage meters, telephones and supplies
purchased with chapter funds or appropriated funds are for official SCORE business. This
includes items donated in the name of SCORE.

& Each year, all chapters are required to submit Form 3, Chapter Annual Report. Thisis a
mandatory requirement for all chapters, Failure to complete and submit a Form 3 may
result in the chapter being revoked. The Form 3 and instructions are available to
download on the Volunteer Center.

Sources of Income
Donations

Chapters are encouraged to solicit and accept donations of funds or services from
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outside sources in order to assist them in their activities.

All SCORE chapters receive their federal tax-exempt status under the umbrella of the
national association. The entire SCORE organization is covered under a single tax
identification number 52-1067290. The association files a consolidated IRS Form 990

that includes all chapters. Chapters are not required to file a separate Form 990, Return
of Organization Exempt from Income Tax, with the IRS.

Gifts to chapters are tax-exempt and are tax deductible for the donor. Form 15,
Acknowledgement of Receipt of Gift to SCORE, should be completed by the chapter and
given to the donor. Chapters must provide a copy of Form 15, Acknowledgment of
Receipt of Gift to SCORE, to all donors of $250 or more.

Chapters should notify the SCORE Vice President of Field Operations and their district
director before soliciting or accepting a gift of funds in excess of $10,000 from any one
contributor in one year,

Financial Practices and Procedures

Chapters should establish financial practices and procedures per SCORE’s Accounting Policies
and Procedures. The following should be included in those procedures:

s The requirement for two signatures on any disbursement of $2,000 or more.
+ Ensure all expenses are for legitimate business purposes.
¢ Allaccounting is done on an accrual basis.

Total Expense Reimbursement System

SCORE volunteers and chapters are eligible to have expenses reimbursed. To be
reimbursed, SCORE volunteers must use the Total Expense Reimbursement System
described in this chapter. The rules for reimbursement are established by the SCORE
Board of Directors, and all expenses are charged to the budget allocated to the chapter.

Donating Expenses

Volunteers may file claims for reimbursement, but are not required to do so. They may
elect to donate their expenses by not claiming reimbursement. Volunteers may be able
to deduct these expenses from their individual income tax returns and should seek
advice from their tax advisor.

Requirements for Reimbursement

Reimbursement for SCORE-related expenses will be according to the following
conditions:

* Sometimes volunteers may choose to affiliate with a chapter located some
distance from home, rather than with the nearest chapter. Where this is
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permissible, expenses will be reimbursed for the mileage to the chapter nearest
the home only. The district director will monitor this carefully.

Vouchers will not be paid if the expenses occurred more than 90 days prior to
the date the expense is received by the National office. For example, an expense
dated March 2 must be received at the SCORE Association office on a properly
completed form, including approvals, on or before May 1.

Expense vouchers received more than 90 days after the date the expense was
incurred or vouchers that are not properly documented will be referred to the
district director for disposition.

Volunteers desiring reimbursement should submit Form 14, Total Expense
Reimbursement Form, monthly. District Directors must approve chapter
expenses.

Volunteers must submit the expense voucher to their chapter chair, or the
chair's designate, who will verify that the expense is appropriate, that all receipts
are attached and that the form is completed properly before approving the
voucher for payment.

A chair may not approve another chair or co-chair’s expense voucher, nor may
chapter volunteers approve a chair's expense voucher. The voucher of a chair
must be approved by the district director. The district director must also approve
all vouchers for reimbursement that are paid directly to the chapter.

If the district director is unable to perform these functions, the assistant district
director may perform them. .

The National office will not reimburse vouchers that are not accompanied by the
required forms and approval signatures. Such claims will be returned to the
chapter chair or district director for appropriate completion.

All payments will be made by check only.

All mileage must be reported in order to be reimbursed. Mileage will be
reimbursed at the SCORE-approved rate that was in effect on the day the
approved travel expense is incurred. The mileage rate is determined by the
SCORE Board of Directors, presently $0.25 per mile.

Per Diem rates used by SCORE are contained in the General Services
Administration {GSA) publication Federal Travel Regulations (FTR) and are
periodically revised. Maximum permissible lodging, taxes, meals and incidental
expenses (M&IE) are contained in the FTR. Reimbursements may not exceed
these amounts. M&IE are reimbursed for travel on partial days at a flat three-
quarters of the daily per diem. To be eligible for the partial per diem, a volunteer
must be away from home for 12 hours or more and/or travel a distance more
than 50 miles away from their home.

Chapters may institute a policy limiting expenses that are to be reimbursed, with
the approval of the district director.

When two or more volunteers travel together, only the volunteer who incurs the
expense may file for reimbursement.
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Reimbursable Expenses
Reimbursable expenses include costs associated with the following activities:

s Mentoring. Commuting expenses or mileage at the SCORE-approved rate to and
from SCORE offices or mentoring locations, a client’s place of business and
research sites on behalf of a client. The cost of tolls, parking, public
transportation and taxis is allowed. A receipt is required for ail expenses over
$25.00.

« Chapter operations and workshops. Expenses incurred by chapter officers and
committee members to maintain the efficient operation of the chapter. This
includes expenses incurred by volunteers performing administrative duties for
the chapter and expenses incurred in the planning and production of workshops.
Reimbursement can be made directly to the chapter for postage, equipment,
office supplies, publications, marketing, rent and other chapter expenses.

* District meetings. Expenses incurred in attending district meetings. Only those
volunteers invited to the meetings are authorized to claim reimbursement.
SCORE funds cannot be used to cover the cost of alcohol. Attendees are
responsibie for any personal expenses.

* National meetings. Covers the costs of travel and approved expenses for any
meetings sponsored by the National office. All invited attendees may use this
account.

& Training. Expenses incurred to plan, produce or attend chapter-training sessions:

s Promotion of SCORE. Expenses incurred giving speeches representing SCORE to
the local community.

* Registration fees for SBA and non-SBA-sponsored events. These are
reimbursable as a means of paying for meeting rooms, breaks, banquets, audio-
visual equipment rentals and the like. The cost of any meals included in the
registration fee must be deducted from the per diem allowance.

Note: The cost of contributed items must not be charged to the chapter or district
budget. For example, if volunteers are attending a meeting where someone else is
hosting a funcheon, the cost of that luncheon must be deducted from the per diem.

Expense Guidelines for District Directors

The following expense guidelines apply to district directors. District directors are
responsible for:

Establishing separate budgets for district and chapter expenses.

+ Allocating and monitoring chapter budgets, and encouraging a monthly
reconciliation.

«  Submitting their own expense vouchers for approval to the Vice President of
Field Operations or the Vice President of Finance or their designates.
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s Districts or District Directors cannot have bank accounts.
Processing of Vouchers

The SCORE National office processes expense vouchers daily and prints checks once a
week. All vouchers received by the last day of the month are included in the monthly
reports provided to district directors. These monthly reports provide district directors
with the status of their budgets and those of their chapters. Monthly reports are sent to
each district director and assistant district director prior to the 10 of each month,

Least Cost Principle

SCORE will reimburse expenses using the “least cost” principle. For example, ifitis
possible to rent a car and drive to a district meeting rather than fly there, and it costs
less to do so, SCORE will reimburse only an amount equivalent to the cost of renting the
car. This least cost principle also applies to parking fees and the use of public
transportation. Volunteers should keep this reimbursement principle in mind and
minimize costs whenever possible.
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Chapter 6: National and Chapter Achievement Awards

The SCORE Association has a national and chapter awards program that recognizes individual
volunteers and chapters that have made exceptional contributions to SCORE.

National Awards
Candidates from all SCORE chapters are considered for the following two awards.
The Platinum Leadership Award and Certificate

This is the highest volunteer initiated award that can be given by the association. The volunteer
receiving it must have demonstrated meritorious service and made a significant contribution to
SCORE. To be eligible for this award, a volunteer must have provided a minimum of seven years
of meritorious service and have served in a position of leadership during that period.

The award is initiated by resolution of the chapter’s Executive Committee, the District Director,
or the Regional Vice President and must be:

e Accompanied by written documentation verifying that the eligibility requirements have
been met.

Approved by the district director,

Submitted to the Vice President of Field Operations.

Authorized by the Vice President of Field Operations or CEQ.

Issued by the National SCORE office

. ® o O

The Gold Member Award and Certificate

Similar to the Platinum Award, this award is reserved for a volunteer who has not held a
position of leadership with SCORE. To be eligible for this award, a volunteer must have provided
a minimum of seven years of distinguished service and made an exceptional contribution to the
chapter and the association through activities such as:

¢ Workshop participation.
s Administrative roles.

¢ Community service and outreach programs.

The award is initiated by resolution of the chapter’s Executive Committee, the District Director,
or the Regional Vice President and must be:

¢ Accompanied by written documentation verifying that the eligibility requirements
have been met.
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e Approved by the district director.
& Submitted to the Vice President of Field Operations.
»  Authorized by the Vice President of Field Operations or CEQ.
# Issued by the National SCORE office.
Chapter Awards

These awards are given at the chapter level in recognition of exemplary volunteer service.
The Award of Meritorious Service

This award is given to volunteers who have consistently provided above-average service to the
chapter and are terminating their SCORE membership for any of the following reasons:

¢ Health, medical disability or death (The award may be issued posthumously).

*  Family illness where the volunteer leaves SCORE to attend to a family member (This
does not include those who seek a temporary leave of absence).

* Personal, such as pursuing other interests, family matters or other situations that
prevent the volunteer’s continuing commitment to SCORE,

This award is a local decision and is administered by the chapter and the district. The eligibility
requirements are as follows:

¢ A minimum of five years of service to the chapter.
e An above-average contribution of services that may include mentoring, workshop
activities or administrative service.

The chapter initiates and issues the award with the district director’s approval. This award
should not be given to volunteers whose service has been less than satisfactory.

Send a request to the National office for certification creation when requesting this award.
The Distinguished Service Award

This award honors people outside of SCORE who have provided excellent support or service to
SCORE in areas such as:

Workshops

Public relations
Marketing

Recruiting
Administrative support

* & & @& »
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This award is initiated by the chapter chair or chapter executive committee. A written request
should be sent to the National office, Include the name of the person and the specific wording
for the award. A Distinguished Service Award Certificate may be ordered from the National
office to be signed by the chapter chair or district director.

The Emeritus Membership Certificate

SCORE has established an emeritus membership status for volunteers to recognize their
meritorious service, contribution or accomplishment on behalf of the chapter, Thisis an
honorary membership position that allows volunteers to continue to associate with SCORE in a
social only manner. Emeritus members may not mentor or perform other client services.

A volunteer may request emeritus status or the chapter chair or chapter executive committee
may initiate emeritus status for a volunteer. The chapter chair or executive committee must
approve applications for emeritus status. Emeritus members:

*  Will receive all chapter publications and meeting minutes.
e May not hold chapter office.
s May participate in chapter activities on a non-voting basis.

An emeritus certificate may be ordered from the National office to be signed by the chapter
chair. It includes the signature of the SCORE CEO. Chapters are asked to identify emeritus
members by using an emeritus code option on the chapter roster.

Years of Service Awards

Years of Service Awards and certificates are sent to chapters based on each volunteer’s years of
service with SCORE {5 through 30 years in 5-year increments) in the month of their anniversary.

A chapter officer may request years of service awards and certificates. All requests must be in
writing and include the recipient’s name. Submit the request to the National SCORE office.

Honorary Membership

Honorary membership is extended to those who have provided ongoing support of SCORE’s
mission and significant contributions to SCORE. Honorary membership is intended for people
who are not SCORE volunteers. For example, an honorary member could be a member of
Congress, or someone who donates money, space or in-kind services that support the mission
and growth of SCORE).

A chapter officer may request honorary membership. All requests must be in writing and
include the recipient’s name and address. Submit the request to the National SCORE office.
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Other Awards
in addition to national and chapter awards, SCORE presents several special awards.
The Walter H. Channing Award of Excellence

This award is given to an organization or volunteer who has consistently provided outstanding
service to the SCORE Association. Nomination for the award shall be initiated by a chapter,
district director, board member or the SCORE CEOQ, presented to the Executive Committee of
the board for approval and approved by at least 75 percent of the board. It must be
accompanied by written documentation that the eligibility criteria have been met. The award
will be issued by the National SCORE office. The award does not have to be given each year.

The eligibility requirements for this award are:

* The recipient must have made a significant contribution to the progress, growth and
development of the SCORE Association.

¢ The activity or participation with SCORE exceeds expectation.

* The contribution has been continuous and long term.

The Eugene F. Rowan Memorial Award

This award honors people who have significantly contributed to SCORE’s Congressional Contact
Program. This award was established in memory of Eugene F. Rowan, former SCORE director of
legislative affairs.

The award is initiated and given by the SCORE CEOQ.
The Alice Brown Award of Excellence

This award is given to chapters and/or districts which have consistently provided outstanding
service to the SCORE Association. Nomination for the award shall be initiated by a chapter,
district director, board member or the SCORE CEQ, presented to the Executive Committee of
the board for approval and approved by at least 75 percent of the board. It must be
accompanied by written documentation that the eligibility criteria have been met. The award
will be issued by the SCORE Association Board of Directors.

The eligibility requirements for this award are:
® The recipient must have made a significant contribution to the progress, financial
growth and development of the SCORE Association.

* The activity or participation with SCORE exceeds expectation.
* The contributions have been continuous and long term.
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The Conductor Field Leadership Award

This award is given to a volunteer who has consistently provided outstanding leadership to the
SCORE Association. This award is initiated and chosen by the National SCORE office and
presented at the National Leadership Conference. The award does not have to be given each
year.

The eligibility requirements for this award are:

* The recipient must have made a significant contribution to the progress, growth and
development of the field organization of the SCORE Association.

* The activity or participation with SCORE exceeds expectation.
The contribution has to have been in defined SCORE leadership positions {chapter chair,
district director, regional vice president) for a minimum of 5 years.

Chapter Recognition Programs

The SCORE Association provides national recognition and awards to chapters meeting or
exceeding the established national criteria and to chapters that have developed successful
programs that benefit their community and/or the SCORE Association. All chapters are
encouraged to apply for these awards.

District Chapter of the Year Award

Chapters can be recognized annually by the district director when they achieve outstanding
performance. District Directors have the discretion for choosing the District Chapter of the Year
for their district.

District directors should submit to the National office the name of the chapter to be recognized
as the District Chapter of the Year. Each district winner will receive a certificate and a plaque
signed by the SCORE CEO. Each winning chapter will also be honored in a SCORE
publication/newsietter and on the SCORE website. Also, winning chapters will receive templates
for assistance with media coverage.

District directors should submit the name of the chapter selected in their district to the
National office by December 31 for the previous fiscal year.

National Chapter of the Year (COTY) Award
The National Chapter of the Year is the highest annual recognition for chapters in SCORE.
Historically, chapters have been measured on key metrics like number of clients seen or

number of workshops held and the growth in these areas. More recently, these operational
metrics are considered in conjunction with how the chapter achieved success and the key
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cultural items that created an environment for success. Cultural items like leadership, quality,
innovation, and the drive for client impact show how a chapter achieved results and show how
a chapter is poised for sustained performance into the future.

Each year a committee of SCORE volunteers reviews all applications. A market winner will be
selected for chapters in small markets, mid-sized markets, and large markets, but only one of
these chapters will be named the overall winner and selected for official COTY. Please note
that all applicant chapters, regardless of placement, will be recognized at the annual National
Leadership Conference and through the Chapter Spotlight program throughout the next year,

Chapters applying for the National Chapter of the Year Award must submit the required
documentation no later than January 31 for the fiscal year ending the previous September 30,
The final selection of the winner will be made no later than March 31.

The application should include the chapter narratives and information outlined below as well as
any Goals Reports for the year and the most recent Form 16 SCORE On-Site Review Form.
Chapters must be in compliance with the Chapter Minimum Standards, including branding and
website guidelines.

The preferred method for submission of the application material is electronic submission.
Ideally, the electronic submission should be contained to one file including all narratives,

reports, and required scanned support documents. All materials must be uploaded to the
following link:

httpy/flotform us/form/32954621830151

Applications may also be emailed to the VP of Field Operations or mailed to the SCORE office in
Herndon. Regardless of method of submission, all applications should be received by the
required dates.

National Chapter of the Year Award Application Criteria

There is no formal application form to be completed. The chapter should submit a narrative of
activities related to the core values of the SCORE Association and the overall performance and
successes achieved. Your chapter should be able to demonstrate effective processes that assist
in fulfilling SCORE's mission.

Culture (50 percent)
¢ Provide a narrative, not to exceed six (6) pages, detailing the chapter’s culture. Please
include any descriptions of key processes or initiatives that chapter employs to continue

to build an enduring chapter culture tied to the core values. General topics to discuss
may include the chapter’s goals, processes, achievement, and successes in:

ne R



199

Building Awareness and Client Attraction

Client Focus & Ensuring Client Service Quality

Chapter Innovations

Continued Education Programs for volunteers

Volunteer Engagement Initiatives

Recruiting and Chapter Diversity

Contributions to the Community/Community Engagement

0000000

o Specific examples may include the chapter methods for the onboarding and orienting of
new volunteers, the processes to keep mentors relevant and up to date with current
business practices, or the systems designed to improve individual mentoring quality.

& Please include a discussion about your chapter’s process around improving Volunteer
Engagement and mentor recognition programs. Describe efforts to create a rewarding
environment for mentoring (both for the client and volunteer).

& Please share your processes for the use of data in chapter management, the metrics
your chapter uses, and the follow through your chapter has been able to achieve.
Include the chapter’s performance as it relates to its goals over the past three years.

Merit Achievement (25 percent)

» Provide a narrative, not to exceed three (3) pages, of significant achievements of the
chapter for the fiscal year that demonstrate the chapter’s merit for selection as National
Chapter of the Year.

s Please include a discussion about the chapter’s performance in the key service channels
{Mentoring, Local Workshops, and Local Workshop attendance) compared to the
previous fiscal year. Please describe how the chapter was able to achieve results {i.e.
what did the chapter do to cause the effect shown in the results). Please also include
the results of the key functions of the chapter and the outputs measured (volunteers
recruited, diversity improvement, government relations, community involvement,
partnerships developed, sponsorships awarded

* Please discuss the steps that the chapter has taken to operate more effectively and to
achieve results. You may include examples from improved financial management and
investment, service expansion and coverage, technology integration, chapter
organization and alignment, or any other key process that has allowed the chapter tobe
more effective at delivering quality service to clients.

» Discuss how ethical conduct is monitored beyond the annual signatory re-affirmation of
compliance with the Code of Ethics and Conduct.

Outcomes and Successes (25 percent)
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¢ Provide a narrative, not to exceed three (3) pages, describing the chapter’s commitment
to delivering successful outcomes. In addition to a description of any processes to
engage clients and encourage follow-up sessions, please detail any measures or
processes the chapter uses to gauge client satisfaction.

* One of the most critical examples of SCORE’s success fies with the successes our clients
achieve. Please detail and describe how you chapter measures and reports any of the

outcomes and successes your chapter uses.

* Please include up to five client success stories or testimonials {these may be attached in
addition to the three-page narrative).

Presentation of the National Chapter of the Year Award
The National Chapter of the Year Award is presented to the representative of the winning
chapter at the annual SBA Small Business Week award presentations. The winning chapter

designates the two person most responsible for the chapter’s success to receive the award.

Additionalily, the National Chapter of the Year will be recognized at the following year's
National Leadership Conference and presented with the SCORE Chapter Of The Year Trophy.
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Chapter 7: Ethics Violations, Volunteer Termination, Grievance Procedures and
Whistleblower Protections

When a SCORE volunteer, client or other person has a complaint concerning any SCORE activity
or service, there are specific procedures to follow in addressing and resolving the grievance.

Alleged Ethics Violations

When a violation of the SCORE Code of Ethics and Conduct is alleged, every effort should be
made to resolve differences through informal discussions. Should that fail, the following
procedure should be used:

e The chapter chair will document and notify the volunteer of the alleged violation of the
Code of Ethics and will ask the volunteer to respond to the charge.

* After an investigation of all facts and circumstances of the alleged noncompliance with
the code, and if the chapter chair and chapter Executive Committee concur that a
violation of the Code of Ethics and Conduct has taken place, the volunteer will be
notified of their decision to terminate or suspend that person’s membership in SCORE.
The chapter roster will be modified accordingly and notification will be given to the
National office.

o if the chapter chair and chapter Executive Committee conclude that there has been no
violation, they will notify the volunteer. if a violation is found but does not warrant
removal or suspension, a written reprimand including the reasons for such action will be
sent to the volunteer.

« If the chapter chair or a member of the Executive Committee is the volunteer involved
in the alleged violation, the district director will be substituted for the chapter chair in
the proceedings.

* Any documented ethics complaints and actions must be retained for 5 years.

When a district director has sufficient information to believe that a chapter volunteer or officer
has acted or plans to act in a manner that violates SCORE rules or its Code of Ethics and
Conduct and feels that immediate action is needed, the district director will notify the
volunteer or officer of his or her suspension from membership or office, with these conditions:

+ The district director shall provide for continued leadership of the chapter during any
suspension of the chapter chair,

Process for removing volunteers not in violation of the Code of Ethics
As noted in Chapter 2, membership in SCORE is a privilege. As such, membership can be revoked at
any time, including volunteers that have not broken the Code of Ethics and Conduct. There are a

number of reasons a volunteer may be removed from SCORE. These reasons include, but are not
limited to:
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« Consistently poor attitude, inactivity, or lack of engagement

« Consistently poor client service quality.

« Conduct detrimental to SCORE chapter and/or violation of rules

* Lack of continued skills improvement

« Unwillingness or inability to adopt necessary changes in operations and service

There are two options for removing volunteers.

1) Probation — used for volunteers where behaviors are deemed to be correctable. This
process is designed to be kept internal to the chapter. Volunteers have the opportunity to
be reinstated by chapter leadership.

2) Direct removal — used for volunteers where behaviors are deemed to be non-correctable,
for repeat offenders, or for volunteers previously placed on probation. This process
requires that any additional actions regarding the volunteer in question are taken up by the
District Director or SCORE National VP of Field Operations.

Probation:

The chapter chair, with approval of a majority vote of the chapter's Executive Committee, may
place any volunteer on probationary status. Any member placed on probation shall be given a
written and verbal report noting the deficiencies as well as the desired corrective actions, The
volunteer shall be given 60 days to correct the deficiencies and meet the desired status defined.

« If the volunteer corrects deficiencies, probationary status shall be removed immediately,
The volunteer will retain full membership.

» If the volunteer does not correct the deficiencies, the chapter chair and executive
committee shall meet and vote on removing the volunteer. A majority vote to remove the
volunteer is required from the executive committee.

Direct Removal:

The chapter chair or district director may remove any volunteer. The chapter chair or district
director shall remove the volunteer by communicating the decision directly to the volunteer {in
person or via telephone} and documenting the decision in writing (email is acceptable) within 7
days. Immediate removal should be reserved for volunteers with either (1) a history of behaviors
detrimental to SCORE and/or our clients, especially when those actions impact multiple chapters or
districts, or (2) a single egregious action warranting the volunteer's removal, including personal
actions and situations not directly related to SCORE.

* The circumstances of a volunteer's removal are often unique. All information should be
considered in this decision, including the volunteer’s history, communications from/to the
volunteer, past conversations, past warnings about actions/behavior {(whether documented
in writing or not}, and overall effect on the culture and operations of SCORE locally and
nationally.
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All probation or removal notices shall be copied directly to the appropriate district director, regional
vice president, and to the SCORE Vice President of Field Operations within 48 hours of the decision.
The chapter must make all needed corrections to the chapter roster in the CORE and any local
SCORE affiliated email domain. Any volunteer placed on probation or removed from SCORE may
appeal via the process defined in ‘Grievances and Appeals Processes’.

Grievances and Appeals Processes

When a SCORE volunteer, client or other person has any grievance, including appeals of local
chapter decisions, the following procedure will be used:

* A written statement clearly stating the details of the grievance and the desired outcome will be
sent to the chapter chair within 30 days.

® Any issue involving the chapter chair or the district director should include the Vice President of
Field Operations immediately.

» if the chapter chair is unable to resolve the issue, the escalation of any appeal will proceed to the
District Director.

« if the district director is unable to resolve the grievance, the district director will prepare a report
and forward it with all written documentation to the SCORE Vice President of Field Operations with
a request for the SCORE Vice President of Field Operations’ intervention.

* The decision by the SCORE Vice President of Field Operations shall be final and communicated in
writing to all parties.

The records of both the ethics violation and the grievance procedures shall be retained at the
National SCORE office for five years.

Criminal Whistle-Blower Code of Conduct Policy

The Sarbanes-Oxley Act which was signed into law on July 30, 2002, was designed to add new
governance standards for the corporate sector to rebuild public trust in publicly held companies.
While the majority of this act deals directly with for profit organizations, two standards in the act,
document destruction and whistle-blower protection, cover non-profit organizations.

In keeping with the policy of maintaining the highest standards of conduct and ethics SCORE and
the SCORE Foundation (SCORE or SCORE’s} will investigate any suspected fraudulent or dishonest
use or misuse of SCORE's resources or property by steff, board members, consultants or volunteers.

SCORE is committed to maintaining the highest standards of conduct and ethical behavior and
promotes a working environment that values respect, fairness and integrity. All staff, board
members and volunteers shall act with honesty, integrity and openness in all their dealings as
representatives for the organization. Failure to follow these standards will result in disciplinary
action including possible termination of employment, dismissal from one’s board or volunteer
duties and possible civil or criminal prosecution if warranted.

Staff, board members, consultants and volunteers are encouraged to report suspected fraudulent
or dishonest conduct (i.e. to act as “whistle-blower”), pursuant to the procedures set forth below.
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Reporting

A person’s concerns about possible fraudulent or dishonest use or misuse of resources or property
should be reported to the Secretary of the SCORE Board of Directors. If for any reason a person
finds it difficult to report his or her concerns to the Secretary of the Board the person may report
the concerns directly to the Chair of the Board. Alternately, to facilitate reporting of suspected
violations where the reporter wishes to remain anonymous, a written statement may be submitted
to one of the individuals listed above.

Definitions

Baseless Allegations: Allegations made with reckless disregard for their truth or falsity. People
making such allegations may be subject to disciplinary action by SCORE, and/or legal claims by
individuals accused of such conduct.

Fraudulent or Dishonest Conduct: A deliberate act or failure to act with the intention of obtaining
an unauthorized benefit. Examples of such conduct include, but are not limited to:
« forgery or alteration of document
* Unauthorized alteration or manipulation of computer files;
» fraudulent financial reporting;
« pursuit of a benefit or advantage in violation of SCORE’s Conflict of Interest Policy;
* misappropriation or misuse of SCORE’s resources, such as funds, supplies, or other assets;
* authorizing or receiving compensation for goods not received or services not performed; and
* authorizing or receiving compensation for hours not worked

Whistle-Blower: An employee, contractor or volunteer who informs the Secretary or the Chair of
the Board about an activity relating to SCORE which that person believes to be fraudulent or
dishonest.

Rights and Responsibilities

Reasonable care should be taken in dealing with suspected misconduct to avoid:

¢ baseless allegations;

s premature notice to persons suspected of misconduct and/or disclosure of suspected misconduct
to others not involved with the investigation; and

« violations of a person’s rights under law

Due to the important yet sensitive nature of the suspected violations, effective professional follow-
up is critical. Supervisors, while appropriately concerned about “getting to the bottom” of such
issues, should not in any circumstances perform any investigative or other follow up steps on their
own. Accordingly, a reporting person who becomes aware of suspected misconduct:

* should not contact the person suspected to further investigate the matter or demand restitution.
* should not discuss the case with attorneys, the media or anyone other than the Secretary or the
Chair of the Board.
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o should not report the case to an authorized law enforcement officer without first discussing the
case with the Secretary or the Chair of the Board.

investigation

All relevant matters, including suspected but unproved matters, will be reviewed and analyzed, with
documentation of the receipt, retention, investigation and treatment of the complaint. Appropriate
corrective action will be taken, at the discretion of the SCORE Board of Directors, and findings will
be communicated back to the reporting person. Investigations may warrant investigation by an
independent person such as auditors and/or attorneys.

Whistle-Blower Protection
SCORE will protect whistle-blowers as defined below.

* SCORE will use its best efforts to protect whistle-blowers against retaliation. Whistle-blowing
complaints will be handled with sensitivity, discretion and confidentiality to the extent allowed by
the circumstances and the law. Generally, this means that whistle-blower complaints will only be
shared with those who have a need to know so that SCORE can conduct an effective investigation,
determine what action to take based on the results of any such investigation, and in appropriate
cases, with law enforcement personnel. (Should disciplinary or legal action be taken against a
person or persons as a result of a whistle-blower complaint, such persons may also have the right to
know the identity of the whistle-blower.)

» Employees, contractors and volunteers of SCORE may not retaliate against a whistle-blower for
informing management about an activity which that person believes to be fraudulent or dishonest
with the intent or effect of adversely affecting the terms or conditions of the whistle-blower’s
employment, including but not limited to, threats of physical harm, loss of job, punitive work
assignments, or impact on salary or fees. Whistle-blowers who believe that they have been
retaliated against may file a written complaint with the Secretary or the Chair of the Board. Any
complaint of retaliation will be promptly investigated and appropriate corrective measures taken if
allegations of retaliation are substantiated. This protection from retaliation is not intended to
prohibit supervisors from taking action, including disciplinary action, in the usual scope of their
duties and based on valid performance-related factors.

« Whistle-blowers must be cautious to avoid baseless allegations {as described earlier in the
definitions section of this policy).
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Chapter 8: Chapter Formation and Termination

The chapter is recognized as the most fundamental unit of SCORE because a chapter operates
in a manner to meet the needs of SCORE clients in each local community. The formation of a
chapter should only be considered when SCORE has a proven history of providing sustainable
quality service in an area that is currently covered by a distant chapter.

Chapter Identification and New Chapter Application

Chapters may be formed through organic recruiting in a new geography or by separation as a
stand-alone unit from an existing chapter. All new chapters must submit a Form 24 New
Chapter Application and the application be approved by the District Director and Vice President
of Field Operations, as well as the Secretary of the SCORE Board of Directors.

Chapter Information and Identification

Chapter creation will consist of the assignment of a chapter number, the creation of a chapter
website on score.org, and the creation of the chapter in the CORE system. In addition to its
chapter number, a chapter will identify itself by a name that represents its community or the
geographic area it services, NOTE: A chapter name may not refer to a person or organization,
except SCORE.

Chapter Criteria

All SCORE chapters must meet the following criteria in accordance with the Chapter Minimum
Standards (SCORE Form 16) in order to remain a unit member of the SCORE Association. All
chapters must meet the criteria for chapter operations defined in Chapter 4 of the SOM.

Termination of a Chapter for Cause

The membership of a chapter shall continue until its charter is terminated either for cause or at
the request of the chapter or district director. Grounds for termination include the persistent
failure to meet SCORE Minimum Standards or the failure to meet the needs of the community
or market area. Reasons may include:

s Not recruiting volunteers to maintain a sustainable chapter.

* Not effectively serving the small business community.

* A combination of the above or other deficiencies in operations that are unwarranted by
circumstances. -

» Failing to conduct chapter operations in material and substantial accord with the SOM,
including the consistent failure to provide the information about chapter activities
needed for data reporting.

e Failing to conduct affairs in accordance with the SCORE Code of Ethics and Conduct.
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* Demonstrating inadequate self-management capability.
o Lack of temporary or elected leadership. In this case, the district director may elect to
take one of the following course of action:
s Temporarily function as the chapter chair until a new chapter chair is elected or
recruited.
Assign the temporary position of chapter chair to an assistant district director.
® Assign the chapter to another district chapter as a branch until such time as an
acceptable chapter chair can be identified and elected.
*  Terminate the chapter.

Either the SCORE Vice President of Field Operations or district director responsible for
overseeing a chapter’s operations may initiate action to terminate the chapter, ultimately to be
approved by the SCORE Board of Directors. Under such circumstances, the district director will:

» Send a written notice to the chapter that states the relevant facts and circumstances
regarding the grounds for termination {a copy of this notice will also be sent to the
SCORE Vice President of Field Operations).

¢ Provide the chapter an opportunity to respond in writing, or at a meeting, within 30
days.

» If the chapter's response provides resolutions for the deficiencies, the district director,
with the concurrence of the SCORE Vice President of Field Operations, will suspend the

_proposed termination of the chapter.

» If the chapter does not provide an adequate response, the district director will send a
written notice to the SCORE Vice President of Field Operations setting forth the reasons
for the proposed termination and revocation of the chapter charter, and requesting
their approval.

s Send a copy of the termination notice to the SCORE District Director, Vice President of
Field Operations, the secretary of the SCORE Board of Directors, the National SCORE
office.

® Arrange for chapter volunteers who wish and are eligible to continue with SCORE
activities to form or join another chapter or to become volunteers of a branch group
under the direction of another chapter, at that chapter’s discretion. Volunteers who
elect not to join another chapter or branch shall be removed from the roster.

Voluntary Chapter Termination
A chapter may seek voluntary termination and surrender its charter.
* [f a chapter self terminates, the chapter chair shall send a written notice of the action to
the district director and SCORE Vice President of Field Operations.

¢ The district director shall arrange for disposition of the chapter’s funds, records and
property.
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« The district director shall also handle the placing of chapter volunteers elsewhere or
possible branch status and other relevant matters.

Disposition of Chapter Assets Following Termination

A chapter that is being terminated (voluntarily or otherwise) may own or have a proprietary
interest in monetary funds or property, such as equipment, furnishings, publications, leases or
supplies that were obtained in the course of SCORE activities. If so, the district director is
authorized and must take the following appropriate and effective measures on a timely basis:

Secure and control the chapter’s monies and property for continued SCORE use.
Ensure assets belonging to the SBA or purchased with appropriated funds are subject to
final SBA control.

s Chapter officers and volunteers shall assist in the disposition process.

s When a branch office is closed, similar action is to be taken by the chapter and/or the
district director.

Chapter Reinstatement

Reinstatement of a chapter charter may be considered upon a formal application that follows
the same procedures required to form a new chapter. Note: The charter of the newly
reactivated chapter may use the former chapter’s number and/or name if still available, but will
show a new formation date

Chapter Branches

A SCORE chapter may wish to extend the area it can serve by establishing a separate location or
branch capable of providing most of the services of a regular SCORE chapter, These may include
the ability to:

* Provide mentoring on a regular, scheduled basis.
# Schedule mentoring sessions.
* Conduct workshops.

In addition to the above requirements, the following criteria apply to chapter branches:

* The branch will have a designated volunteer manager who is responsible for
coordinating branch activities and reporting.

» The chapter may establish other criteria in addition to those listed, including attendance
requirements at chapter meetings as well as the branch manager’s participation in
chapter committees. )

* Branches are urged to develop partnerships or affiliations with local economic
development organizations, including chambers of commerce, SBDC, Women's Business
Centers and city, county or state sponsored organizations.
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+ If a branch requests to become a chapter, it shall meet all the criteria necessary for the
establishment of a SCORE chapter.

* Branches may not have bank accounts. All income and expenses of the branch will be
handled by the chapter. All branch income and expenses must be reported by the
chapter on the chapter’s Form 3, Chapter Annual Report
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Chapter 9: Relations with the SBA & Statutory, Legal and Insurance Issues

SCORE works cooperatively with the SBA and its other resource partners. SCORE may also work
closely with other governmental and private agencies to foster and promote small business.
Consequently, it is important to be aware of the following:

* SCORE volunteers maintain close cooperation with the SBA within practical
considerations of location, budget and travel.

* When SBA asks a chapter to enter into written agreement or a Memorandum of
Understanding (MOU), the chapter should communicate that request to the Vice
President of Field Operations. Chapters or Districts cannot sign an agreement.

» Each MOU has legat consequences for all parties.

s All such documents and MOUs shall be approved by the SCORE CEO and, if deemed
advisable, legal counsel or the board of directors,

Communicating with the SBA
The National SCORE office keeps the SBA headquarters office informed of all association
matters and issues of national importance. It is also important that SBA district officials are kept

informed of local SCORE activities. In addition, the district director should:

* Serve as a conduit and facilitator for information between the SBA district office and the
SCORE chapters in the district.

Civil Rights Compliance Audits
If/when asked, the chapter should coordinate with the U.S. Small Business Administration (SBA}

Civil Rights Compliance {CRC) Division works to ensure compliance with nondiscrimination
regulations by SBA recipients of federal financial assistance.

Statutory, Legal and Insurance Issues
SCORE volunteers have special responsibilities, rights and privileges that originate from:

» The statutory laws and rules under which the SCORE volunteer program is established
and conducted.
s The operational rules established by SCORE.

Each chapter is obliged to inform its volunteers of these rights and responsibilities, and each
volunteer should be aware of them. Further, all available legal protections are afforded SCORE
volunteers while conducting official SCORE business. Protections do not extend to non-SCORE
activities.
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Federal Statutes That Apply to SCORE

SCORE operates as a grantee of the U.S. Small Business Administration {SBA). The SBA performs
functions authorized by federaily enacted laws.

¢ The federal laws that apply to SCORE are found in Chapter 14A of Title 15 of the United
States Code (Small Business Act Section 8(b})). The provisions of that Act require the SBA
to provide technical, managerial and informational aids to small business concerns.
Section 637(b) of the Act authorizes the SBA to financially support SCORE to assist the
SBA in the performance of its duties under the Act. This coverage does not extend to
contractors or 3" parties.

e The Small Business Act aliows the SBA to reimburse SCORE volunteers for all necessary
out-of-pocket expenses incident to their SCORE services, as approved by the chapter,
district and national levels.

e Title 42 United States Code, Section 15401 also offers volunteers in nonprofit
organizations, such as SCORE, immunity from liability from acts of negligence, provided
the volunteer is acting within the scope of his/her duties and harm was not caused by
willfut or criminal misconduct, gross negligence, reckless misconduct or while operating
a vehicle. This coverage does not extend to contractors or 3 parties.

In addition, the law contains other provisions and benefits for SCORE volunteers. They include:

* The personal protections that federal employees have under the Federal Tort Claims Act
{FTCA) if SCORE volunteers are accused of negligent or wrongful acts while engaged in
SCORE activities and thereby become liable for damages to the claimant.

s The benefits federal employees have for compensation under the Federal Employees
Compensation Act (FECA) should a volunteer be injured or killed while engaged in
SCORE work. (See Work Injuries below for more information.)

& Declaring that reimbursement to SCORE volunteers for expenses incurred in their
provision of SCORE services is not compensation or wages for tax or other purposes.

Civil Claims and Lawsuits

Under current law, except for certain generally stated situations, SCORE volunteers are
protected under the Federal Tort Claims Act {FTCA)} and are not subject to civil claims or
lawsuits connected with SCORE activities and will not be heid liable for paying monetary
damages. The U.S. government will take over and defend the action and make payments,
unless:

« The volunteer is found to have committed the tort while acting outside the scope of
SCORE activities. The Act does not cover SCORE volunteers for libel, slander, assault,
battery or any discrimination claims. Generally speaking, if the wrong is committed with
malice or intent to injure, or if the act is done with such gross negligence as to be willful,
the volunteer may be found not to be working for SCORE. The U.S. government believes
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its employees should have personal responsibility in those instances. SCORE agrees that
the same principle should apply to SCORE volunteers.

« The volunteer is found to be responsible for a “constitutional” tort. A constitutional tort
is a wrong committed in violation of one or more of the fundamental rights found in the
U.S. Constitution, that is, unlawful search of a home or person, cruel and unusual
punishment or deprivation of the right to liberty or due process. it is unlikely such a tort
would be committed by a volunteer in the course of SCORE work.

* The volunteer acted contrary to a specific statute that (regardless of the FTCA} allows
federal employees to be personally liable for the tort. There are currently no specific
statutes applicable to SCORE volunteers under this exception. ~

if there is an incident that might create the basis for a claim against or involving a SCORE
volunteer, or notice of a claim is made or threatened, the chapter chair, district director and
SCORE Vice President of Field Operations shall be promptly notified. The Vice President of Field
Operations will notify the CEOQ, the Vice President of Finance, and legal counsel, as needed.

Government Shutdowns

During a government shutdown, under NO circumstances can any SCORE activities be
conducted in a federal building. This includes mentoring, workshops and reporting. However,
SCORE can conduct mentoring sessions, workshops, and any other SCORE-related activities
outside of federal buildings.

Be advised, SCORE volunteers may not continue to have full coverage of liability protections.
This includes coverage by the Federal Tort Claims Act and the Federal Employees Compensation
Act and reimbursement by the SCORE Association office.

Work Injuries

Work injuries for SCORE volunteers are covered. The law states that volunteers who are
physically injured or killed while performing SCORE activities shall be entitled to “the same
death or disability” benefits that federal employees are entitled to under the Federal
Employees Compensation Act {GS level, part-time), This coverage extends to accidents while
traveling on official SCORE business.

¢ Accident reports and claim forms are submitted to and handled by the SBA and
transmitted by the SBA to the U.S. Department of Labor for processing and decision.

« ifthereis any question about whether a volunteer is entitled to make such a claim, the
National SCORE office is available for assistance.

Tax Benefits to Volunteers

Tax benefits accrue to SCORE volunteers. A volunteer may deduct, as a charitable contribution,
the reasonable, ordinary and necessary out-of-pocket expenses incident to SCORE services to
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the extent they exceed the amount of any reimbursement. NOTE: it is the volunteer’s
responsibility to maintain adequate records that establish the amount, nature and purpose of
each expenditure for which reimbursement is sought or for which the tax deduction is claimed.
Consult with a tax advisor for advice.

SCORE's Tax-Exempt Status

SCORE is a non-profit corporation organized in the District of Columbia for charitable and
educational purposes and has received income tax-exempt status from the U.S. Internal
Revenue Service and from the District of Columbia. Accordingly:

¢ Donations made to SCORE are not taxable as income to SCORE, and donors may declare
them as income tax deductions made to a charitable organization.

*  All gifts, in cash or in kind (that is, services or property), shall be used solely to foster
and promote SCORE operations.

* In-kind gifts may, for example, include office equipment, donated space, advertising,
printing and publications.

¢ Each chapter shall permanently keep the document that designates SCORE's tax-exempt
status in its office files. SCORE chapters are not independent legal entities nor should
any SCORE chapter have its own federal tax-exempt status.

¢ The SCORE Association annually files a consolidated IRS Form 990 to include all of
SCORE. All SCORE chapters must report financial information of the chapter to the
National office on Form 3, Chapter Annual Report, within the deadlines, in order to
remain in good standing with the SCORE Association.

¢ The SCORE Foundation, a 501(c) (3} nonprofit organization and public charity, was
established to raise funds to support SCORE in its outreach and for the financial
assistance of the SCORE Association for both now and in the future. The Foundation
seeks funds through individual donors, corporations and foundations. Donations that
are made to the SCORE Foundation are not taxable to the Foundation and are tax
deductible to the donor.

State and Local Taxes

To avoid paying state or local sales, income or excise taxes, including room taxes, chapters may
wish to seek state sales tax exemptions. The SCORE National office requests and maintains
these exemptions from the states, but please be aware that not all states grant tax exemption
to SCORE chapters.

Tax Exemption and Employer Identification Numbers
In 1876, the national organization of SCORE was granted federal tax-exempt status from the

Internal Revenue Service (IRS) under section 501(c} (3} of the Internal Revenue Code. The
National SCORE office files an IRS 990 annually on behalf of the entire organization under the

ng 48



214

Emplovyer identification Number (EIN) 52-1067290. Chapters are all covered under this same
EIN and do not have individual status as an independent entity with the IRS.

Chapters need this EIN when opening a bank account or securing donations. This is the same
EIN on the IRS determination letter.

Loss of or Damage to Personal Property

Volunteers who incur a loss of or damage to their personal property when they are directly
engaged in an official SCORE activity may submit a claim to SCORE for reimbursement of these
out-of-pocket expenses, subject to the following conditions, limitations and procedures:

e “Out-of-pocket” means an expense that is not otherwise reimbursable from some other
source of payment to which the volunteer may be entitled, including insurance.

¢ The incident occurred without any lack of due care on the part of the volunteer.

& The incident that caused the damage or loss occurred at a time when the volunteer was
directly engaged in an official SCORE activity, not when the volunteer was on a personal
detour of his or her own during the SCORE activity.

s The maximum claim payable is $250. All claims will be charged to the chapter or district
budget.

* The district director must approve all claims.

* The details documenting the claim must be submitted in writing to the National SCORE
office for review and approval within 90 days of the occurrence of the incident.

Landlord Insurance Issues

SCORE chapters and branches often meet and conduct mentoring sessions or workshops at
locations owned by churches, chambers of commerce, libraries or other organizations. The
landlords or owners of these properties frequently have questions about their own liability if a
claim should arise against the SCORE group using their premises. The following points offer
some answers:

¢ SCORE chapters or volunteers cannot agree to hold the landlord harmless, but if a suit is
brought against the landlord as a result of a client or attendee’s injury, and SCORE is
truly responsible for that injury, SCORE would want the landiord to be protected.

» The best way to ensure such protection is through liability insurance, which any landlord
would almost certainly have. To further guarantee a landlord’s protection against claims
by injured parties, SCORE can ask the landlord to add the chapter name to the landlord’s
insurance policy.

* The chapter will pay any increased premium necessary to add SCORE’s name to the
landiord’s insurance policy, but that premium should be low, since the physical area
used by SCORE is likely to be quite small compared to the total area owned and used by
the landlord.
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+ Chapters can also purchase liability insurance themselves. if a chapter is residing daily in
a location requiring liability insurance, this may be necessary. This is a legitimate chapter
expense and can be reimbursed against the chapter budget. This is recommended.

All volunteers are encouraged to contact the SCORE Vice President of Field Operations or the

Vice President of Finance whenever they feel an opinion is warranted on any legal issue they
may encounter.
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Chapter 10: Descriptions of Defined Volunteer Leadership Roles and Chapter
Committees

Regional Vice President

The Regional Vice President (RVP) is a volunteer management position, appointed by and
reporting to the SCORE Vice President of Field Operations. The RVP is responsible for the
management and performance of the region, included districts, and chapters consistent with
the SOM and in compliance with the minimum standards.

Responsibilities

& Mentor District Directors.

s Manage and administer the policies, programs and procedures authorized by the SCORE
Association Board of Directors, the SCORE CEQ, and the SCORE Vice President of Field
Operations.

¢ Implement the strategies embodied in the SCORE Strategic Plan and SCORE tactical plan.

s Work on strategies to realize the growth of SCORE within the region. The growth of SCORE
encompasses mulitiple metrics including output, quality and outcomes.

*  Assist district directors and chapters with strategy and program implementation to meet
existing and create new client demand for SCORE services.

* Review and evaluate district structure and management and key regional chapters. Assist
district directors and chapter chairs with the setting of performance goals, and provide
the guidance, resources and support to achieve the chapter business plan and
performance goals. :

*  Assist districts and chapters in strategies to raise funds locally and promote chapter fiscal
self-sufficiency.

*  Develop and utilize effective channels of communication among the chapters and with the
district office. Effective communication will improve operating methods, mentoring
techniques, recruiting of volunteers, marketing, orientation, training, fundraising and
achieve continuous elevation of client service.

‘& Act as an experienced resource for SCORE leaders at the district and chapter level for all
operational issues.

s Assist the districts/chapters, as requested, with volunteers’ performance improvement.

¢ ldentify and mentor future field leaders in SCORE.

* In coordination with SCORE Vice President of Field Operations and other SCORE RVPs,
work on broad issues facing the SCORE field organization. Issues like volunteer
engagement, performance management, data analysis and client-focused growth are key
organizational issues that the SCORE RVP will have input in.

District Director
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The district director is a volunteer management position, appointed by the SCORE Vice
President of Field Operations and reporting to the Regional Vice President. The district director
is responsible for the management and performance of the district and its chapters consistent
with the SOM and in compliance with the minimum standards.

The district director must:

* Mentor chapter chairs and identify future chapter leaders.

Manage and administer the policies, programs and procedures authorized by the SCORE
Association Board of Directors, the SCORE CEQ, and the SCORE Vice President of Field
Operations.

¢ Implement the strategies embodied in the SCORE Strategic Plan.

s Conduct a SCORE On-Site Review of each chapter within the district annually to ensure
chapter adherence to the SOM and Minimum Standards.

»  Assist chapters with policy and program implementation and ensure adherence to timely
reporting requirements and response to all National SCORE office information requests.

s Review and evaluate the chapter business plan, assist the chapters with the setting of
performance goals and provide the guidance, resources and support to achieve the
chapter business plan and performance goals.

+ Manage the district budget as a supplement to fundraising by chapters, and promote
chapter fiscal self-sufficiency.

s Develop and utilize effective channels of communication among the chapters and with the
district office.

*» Review and approve or reject those volunteers that the chapter nominating committee
has selected as candidates for the office of chapter chair.

¢ Make recommendations to the National SCORE office for the establishment and/or closing
of chapters and branches to maximize market penetration.

® Initiate, develop and maintain relationships with the SBA, business organizations,
community organizations and the local media to heighten awareness of SCORE in the
community.

» Direct legislative contacts by chapter volunteers with municipal, county, state and federal
elected representatives and their field staff.

* Appoint assistant district director{s) to serve the district. Delegate responsibilities and
provide mentoring to develop future SCORE leaders.

Assistant District Director

The assistant district director is appointed by the district director to assist in the management
of the district.

Duties of the assistant district director are:

s Perform the duties delegated by the district director.
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e Provide advice and counsel to the district director.

e Learn the duties of the district director and act in the absence, or at the request of, the
district director, and be prepared to assume the position of the district director, if
appointed.

Chapter Leadership Roles
1, Chapter Chair

The chapter chair reports to the district director and is responsible for overall chapter
management, The chapter chair is to ensure that the chapter is compliant with SCORE policies,
procedures, Chapter Minimum Standards, goals and objectives. In addition, the chapter chair
will work to ensure the chapter is in alignment with SCORE’s mission and vision as well as
agreed upon goals and objectives. The chapter chair should develop a leadership team within
the chapter and to delegate appropriately to both the leadership team and to committees
within the chapter.

2. Chapter Vice Chair

Generally, a Vice Chair is the successor to the chapter chair and assists in the discharge of the
chair duties. A chapter may have more than one Vice Chair. The vice chair:

s Actsin place of the chair when the chair is absent or unable to serve.

e Performs other duties that are assigned by the chair.

» Assists the chair in implementation or delegation of chapter activities at the discretion
of the chair.

3. The Chapter Secretary

The secretary performs the duties normally incident to that office, including the following
{unless delegated elsewhere):

*  Keeps minutes of chapter meetings and training sessions.
Tracks compliance on required National forms and volunteer training.
Assists the chair in implementation or delegation of chapter activities at the discretion
of the chair.

4, The Chapter Treasurer

The treasurer performs the duties in accordance with Chapter 5 — Finance incident to that
office, including the following:

o Handles the receipt and disbursement of all chapter revenues and expenditures.
* Maintains an accurate record of all financial transactions.
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s Balances accounts on a MONTHLY basis.

¢ Submits monthly treasurer’s report to the chapter chair.

¢ Accounts for money, property and in-kind gifts to the chapter. Keeps records for tax and
safekeeping purposes and sees that proper federal, state and/or local tax and other
chapter financial reports are duly filed.

s Annually prepares and submits Form 3, Chapter Annual Report, to the chapter chair for
signature before submitting to the district director. The preparer of the form is also
required to sign the form.

* Assists the chapter chair in implementation or delegation of chapter activities at the
discretion of the chapter chair.

Chapter Committees or Functions

Chapter committees may be established to facilitate effective chapter activities, to secure
maximum volunteer participation, to use the talents of the chapter and to identify and develop
future chapter leaders. The term of committee members will ordinarily coincide with that of
the chapter officers. The following committees or functions may be considered:

Executive Committee or Board of Directors
Marketing Committee

Volunteer Recruiting and Training Committee
Workshop Committee

Fundraising Committee

Client Service Quality

Others as deemed appropriate by the chapter chair

s & & o & &

Committee chairs and members are appointed by the chapter chair or the Executive
Committee, or may be selected by the volunteers per the chapter’s operating guidelines.
Following are the recommended duties of each committee.

The Executive Committee

The Executive Committee is appointed by the chapter chair. Newly elected chapter chairs can
appoint or remove members of the executive committee, regardless of their previous role in
the chapter.

® Assists the chapter chair with the general supervision of chapter affairs between regular
meetings, including setting the time and place for chapter meetings.

e Removes inactive and inadequate volunteers

e Advises the chapter chair on policy, procedures and agency relationships.

* Reviews chapters’ financial reports on a monthly basis.

e
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Exercises the power and authority normally exercised by an Executive Committee,
including advising the vice chair regarding governance of the chapter in the absence of
the chapter chair.

As delegated by the chapter chair, ensures that the chapter develops a written business
plan, leadership succession plan, recruitment plan and outreach plan to comply with
SCORE Association minimum standards. The committee may delegate this duty to
another committee or individual, but the plans must be monitored and reviewed by the
executive committee. The committee should also ensure that the business plan includes
marketing and fundraising plans.

As delegated by the chapter chair, conducts and reports at least one face-to-face
contact per year with members or staffers of the U.S. House of Representative or Senate
who represent the area where your chapter is located. {Legislative Committee}.

The Marketing Committee

The Marketing Committee prepares a marketing program, focused on community engagement
to including public relations in compliance with the minimum standards, to assist the chapter in
achieving its goals. Its specific responsibilities encompass:

All aspects of SCORE chapter branding; including, but not limited to advertising (both
print and electronic), public relations, women in business and community outreach
program marketing. This includes ensuring all SCORE branding by the

chapter is consistent with all materials available from the National SCORE office.
Development of relationships with media personnel, including coordination of activities
of all contracted public relations/publicity professionals.

Oversight of the visual presentation of the website and chapter printed materials

with input on content.

Coordination with the chapter chair and/or Executive Committee in the development of
the annual marketing budget and the annual strategic plan.

Participation with other chapter volunteers in organizing and implementing client
relations, such as client satisfaction surveys, client development activities, internal
chapter communications and special events.

The Volunteer Recruiting and Training Committee

The Volunteer Recruiting and Training Committee, in compliance with the minimum standards,
identify needs and establish priorities for the recruitment and training of volunteers as
desirable for the chapter. It also:

Maintains and implements a written recruitment plan that inventories the mix of
current chapter volunteers’ backgrounds and skills and then targets recruitment efforts
to fill the gaps and anticipated needs to ensure the chapter can meet the service
requests of its clients and the business community they serve,
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s Develops and impiements ways to attract and recruit talented volunteers representing
the races and ethnicities served by the chapter to attain a gender mix that is consistent
with SCORE Association guidelines.

Coordinates the recruiting program with other committees.

Solicits the support and participation of all volunteers in the program.

Establishes procedures for interviewing applicants for SCORE membership.

Conducts ongoing mentor training to improve mentoring techniques and ensure

currency of mentoring skills, including available resources and SBA programs.

*  Works to raise awareness that training and development are a continuing responsibility
of all volunteers.

» Conducts a new volunteer orientation to ensure a professional and complete
introduction to SCORE. The orientation must contain information on the different roles
of the chapter, district and National office as they relate to the volunteer. It also must
introduce the chapter guidelines, business plan, Code of Ethics and Conduct, SCORE
Operating Manual (SOM) and Volunteer Center website. The new volunteers must be
assigned a mentor for their provisional period.

* Ensures that the new volunteer completes all SCORE Orientation Programs, including
the mentoring methodology certification for all mentors during the 90-day provisional
period.

The Workshop Committee

The Workshop Committee continuously reviews and reports to the chapter on the feasibility of
offering workshops and similar events on subjects that would be helpful to the business
community. The Workshop Committee also:

»  Plans for workshops or similar events, including obtaining chapter volunteers and others
as speakers, developing effective publicity, determining appropriate charges, finding
facilities and arranging for materials and handouts.

¢ Works with the chapter Marketing Committee to arrange necessary and appropriate
publicity for events.

* Works with SBA officials and other community resources to develop and present

workshops.

Cooperates with the SBA, as needed, in providing assistance for SBA-sponsored events.

Conducts workshops and similar events.

Ensures that volunteers are available at workshops for clients seeking assistance.

Arranges for the collection and handling of fees and maintains accurate records of

disbursements, with all surplus funds going to the chapter treasury.

» Assures workshop information, with the attendee list, is captured and reported in the
SCORE CRM.

* Ensures that evaluation forms are prepared and made available to all attendees.
Ensures that attendees are reported properly per the definitions of workshop (see
Chapter 5).

. & o
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* Considers whether the events should be co-sponsored with other organizations and
arranges details of the collaboration if approved.

e Ensures that SCORE’s name is prominent in all publicity and that the chapter receives its
fair share of any workshop proceeds when co-sponsoring a workshop.

The Fundraising Committee

The Fundraising Committee, in compliance with the minimum standards, identifies the need for
and sources of additional income. The Fundraising Committee:

s Develops fundraising strategies.

¢ Conducts ongoing fundraising efforts to ensure that the chapter’s future operation for
one year is maintained.

¢ Contacts and follows up with potential donors of funds and in-kind support.

The Legislative Committee

The Legislative Committee, in compliance with minimum standards, is responsible for
contacting federal government offices to report on the activities of the chapter. The Legislative
Committee:

» Conducts and reports at least one face-to-face contact per year with members of the
U.S. House of Representatives or their staff for each congressional district served by the
chapter.

s Coordinates, within the SCORE district, visits with members of the U 5. Senate.

* Reports all Congressional Contacts to the SCORE Association office for all face-to-face
contact with U.S. senators, U.S. House of Representatives or their staff.

* Maintains contact with state and local governmental offices.
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APPENDIX A:

Forms

To facilitate chapter reporting, all necessary forms available to download on the Volunteer
Center website. Forms are updated from time to time and chapters are required to use the
most recent version of all forms,

Note: SBA forms are approved by the Office of Management and Budget (OMB), including Form
641-Request for Mentoring and Form 888-Management Training Report, may not be changed
without prior approval of the originating agency. The information on these forms are built into
the reporting information required for client entry in CORE.

The following forms are available to download from the Volunteer Center:

« Form 3, Chapter Annual Report. Provides data for the past fiscal year about the
chapter. Must be received by the district director by October 31. District directors must
forward the completed Form 3 and all attachments to the National office by the 1%
Friday of November. The ending balance on Form 3 should be the same as the
reconciled bank balance.

* Form 14, Total Expense Reimbursement Form. SCORE volunteers or chapters must
submit this form to be reimbursed for out-of-pocket expenses, with the necessary
approval/signatures, to the National SCORE office. See Chapter 6, Total Expense
Reimbursement System, for more information.

* Form 15, Acknowledgement of Receipt of Gift to SCORE. Chapters should complete this
form upon receipt of gifts, either in kind or cash. Give a copy to the donor and retain a
copy for chapter records.

s Form 16, SCORE Chapter On-Site Review {SOSR}. This form is used by district directors
or their designate to monitor and support chapter performance and measure
compliance with the Chapter Minimum Standards. This review should be conducted at
least annually.

e Form 22, Model Operational Guidelines for Chapters. All chapters must maintain up-to-
date chapter guidelines that are current and reflect chapter realities. Chapters must
also maintain written instructions that list job descriptions, functions or policies that
may be unique to the chapter.

s Form 24, New Chapter Application Form.

s Form 25, Chapter Chair’s Oath of Office. This form is used when installing a new
chapter chair.

Retention of Forms

The chapter must be able to produce a copy of the forms associated with providing client
services. The chapter may do this either through the CORE system or by preserving a dedicated
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and secure space to keep and maintain paper chapter records that is accessible to the
membership. All forms, including Forms 641 and the workshop sign-in sheets, must be able to
be produced for four years, except as otherwise noted in the SOM. NOTE: SCORE strives to not
keep paper records so all attempts should be made to digitize all records.

All records pertaining to volunteers, including membership applications, must be able to be

produced for seven years after a volunteer leaves SCORE. It is strongly recommended that
electronic copies {files or scans) of these records are maintained.
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Chapter 1: SCORE’s Vision, Mission, and
Values, Beliefs, & the Ways We Act

SCORE’s Vision:
Every person has the support necessary to thrive as a small business owner

SCORE’s Mission:
To foster vibrant small business communities through mentoring and education

SCORE’s Values, Beliefs, and the Way We Act:
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Chapter 2: Membership

SCORE has only one class of volunteers, and all volunteers enjoy the same rights and privileges.
First and foremost, volunteers are members of SCORE as one national organization. Adherence
to National SCORE membership standards, described herein, is the most fundamental
requirement for being a continued member in good standing. Locally, SCORE is organized into
chapters, which are chartered operating units within the SCORE Association. The terms
“yolunteer” and “membership” in this SCORE Operating Manual (SOM) generally refer to
individual SCORE volunteers.

Eligibility
To be eligible for SCORE membership, an applicant must meet these SCORE requirements:

s Sign and comply with the national SCORE Code of Ethics and Conduct as a condition of
membership. )

» Complete the required SCORE National Training and Orientation programs.

» Commit to fulfilling the individual role and activities agreed upon by the volunteer and
chapter.

o Participate in chapter activities, as agreed upon between the volunteer and the chapter,
such as serving on committees, participating in chapter meetings and accepting positions
of leadership.

s All volunteers must have and use an individual email address. If desired, an
@scorevolunteer.org email address will be made available to any volunteer.

s There is no minimum requirement for the amount of time a volunteer must contribute to
SCORE.

Participation and Roles

There are many ways for any volunteer to participate in SCORE. The impact of any volunteer
will be measured based on the value they provide SCORE and our clients. Volunteers may be
involved in any or all of the following:

Mentoring — in person or virtual.

Administration.

‘Workshop presentation and group learning facilitation.
Fundraising or marketing

“Subject Matter Expert” for specific business topics.
Community relations

® ¢ o & 8 &

Member Attraction and Needs Assessment

SCORE chapters must constantly be attracting new volunteers. SCORE excels when chapters
attract volunteers that have skills consistent with today’s changing business environment and
have expectations set to play multiple roles and positions in the local chapter organization. This
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may include leadership positions, functional roles (workshop delivery, recruiting, marketing,
etc.) and administrative roles.

NOT EVERY volunteer must mentor clients or even should mentor clients, and, in fact, the best
operating chapters have many non-mentoring volunteers filling crucial roles in the chapter.
However, every volunteer in each chapter should assist in identifying and attracting new
volunteers. New volunteer attraction is the most fundamental chapter activity and goal.

Operating tips:

» A prolonged lack of recruitment of new volunteers is the number one reason local
chapters close operations.

s Some chapter members may state “we have enough volunteers” often because of a
perception that more volunteers will reduce the number of clients available to be
served. However, SCORE history documents that as a chapter grows the number of
volunteers, the chapter builds capacity and attracts and serves more clients per
volunteer, not fewer.

Membership Needs Assessment

Each chapter should have an individual or committee primarily responsible for attracting new
volunteers. This volunteer should be held accountable for recruitment results. Each chapter must
maintain and implement a written recruitment plan, as part of their business plan, that:

s Inventories the mix of current chapter volunteers’ backgrounds and skills and then targets
recruitment efforts to fill the gaps and anticipated needs. This ensures that the chapter can
meet the service requests of its clients and the business community it serves.

& Attracts and recruits talented volunteers, with a key focus on expanding volunteer
diversity, to represent the races and ethnicities served by the chapter and to attain a
proper gender mix.

» Recruits for leadership roles within the chapter and provides for leadership succession

The chapter chair and/or the Volunteer Recruiting and Training Committee should carefully
interview each applicant to determine if he or she is suitable for SCORE membership. As noted
above, chapters are also encouraged to accept non-mentoring applicants in the chapter to fill the
other critical roles in the chapter.

However, chapters should be careful not to approve a person if the volunteer:

¢ Has a conflict of interest or cannot comply with the SCORE Code of Ethics and Conduct.

e Isa paid staff member of another U.S. Small Business Administration (SBA) business
development resource. These SBA staff members are not eligible for membership.
However, the chair may ask for an exception from the SCORE district director if a
critical need arises.

o Is a person who, in applying for membership, made material misrepresentations
(including concealment) about their background or experience. Such a person may be
denied membership or removed from membership.
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¢ Has been convicted of a felony.

There is no single set of factors that make up a great SCORE volunteer. The diversity of
personality and individual experience is what makes SCORE collectively strong. However,
factors to consider when screening applicants include:

Alignment to SCORE’s ‘Values, Beliefs, and the Way We Act’

Ethical conduct and good judgment

Interpersonal skills, motivation, passion, drive, inquisitiveness.

Dedication to life-long learning.

Technological knowledge.

Client centric and have the ability to maintain an open mind in dealing with clients.

Ability to accept and deal with change.

Ability to proactively manage client relationships.

Ability to communicate effectively, orally and in writing.

Ability to patiently listen, ask questions, build relationships and analyze situations.

Willingness and ability to engage in chapter activities, including leadership, committee

assignments, workshops, administration and special programs.

* Commitment to follow required SCORE procedures, including the completion of all
required forms, for example, the Form 641 Request for Mentoring (see Chapter 4,
Recording Chapter Operations).

¢  Ability to positively impact the chapter’s culture and diversity — diversity of thought as

well diversity of age/race/gender.

* & & 5 5 & & 5 & & b

Operating Tips:
¢ Chapters are encouraged to accept all applicants that are passionate about our
mission and willing to give their time and experience,
* A potential volunteer should not be denied membership to SCORE because of an
inability to commit to a specific amount of time donated.
s Attracting volunteers that have been leaders of other organizations may yield more
volunteers able and willing to provide leadership within SCORE.

Membership Application
Chapters should process applicants for SCORE membership in the following manner:

« The applicant should complete the online volunteer application on the SCORE website. The
application address is hitps:/www.score.org/volunteer-registration.

» The chapter chair, Volunteer Recruiting and Training Committee, or individual responsible
for recruiting should review the application and, if necessary, obtain the applicant’s full
resume and/or review the candidate’s on-line profiles such as LinkedIn.

¢ The candidate should have a formal interview. Prior to accepting any potential member, the
candidate should be interviewed by at least two members of the chapter to better understand
the potential impact of the candidate and their cultural fit in SCORE and the chapter.
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The chapter should communicate clearly to all candidates, prior to accepting them as members,

that:

L

Any material developed while in SCORE, used to further SCORE’s mission and
activities, belongs exclusively to the SCORE Association unless otherwise agreed to by
the SCORE Association and other parties.

Membership in SCORE is a privilege and as such, SCORE may terminate a volunteer’s
membership, at any time, with or without reason, cause or advance notice. (Refer to
Chapter 10 Grievance Process)

‘When an applicant has been approved, the chapter should:

Notify the applicant of approval.
Create a new volunteer profile in the CORE system with accurate contact information,
background, skills and experience. The new volunteer should be marked as provisional.
NOTE: new volunteers should not be marked active.
o The completion of 90-day provisional period is required. The applicant does not
officially become a volunteer and is not covered under the Federal Tort Claims
Act (FTCA) or Federal Employees Compensation Act (FECA) or become eligible
for reimbursement until orientation is completed and all information is fully
entered into the volunteer database.
o NOTE: during the “90-day provisional period” the volunteer must be provided an
internal SCORE mentor and may only see SCORE clients as a co-mentor.
The new volunteer will receive an email from SCORE with details on their user name
and password to log into the SCORE Volunteer Center to start National training and
orientation. The new volunteer will also receive materials via mail, sent to their address
of record.

If the chapter rejects the applicant, the applicant must be notified in writing.

Orientation and Training

The 90 day provisional period is required of all new volunteers. During this period, the chapter

will:

Ensure that the new volunteer completes the National Orientation programs, including
Mentoring Methodology certification and the Volunteer Orientation. A volunteer should
not be changed from provisional status without completion of these activities.

Conduct a new volunteer chapter orientation to ensure a professional and complete
introduction to SCORE. The orientation must contain information on the different roles
of the chapter and how the chapter operates on a daily basis. It also must introduce the
Code of Ethics and Conduct, and the SCORE Operating Manual (SOM) and the
Volunteer Center.

Emphasize the need for professional conduct and attitude.

Review SCORE’s mission and goals
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Describe the importance of volunteer engagement. Review the results from the most
recent Volunteer Engagement survey and review the process to measure and improve
engagement across the organization and in the chapter.

Describe the role of the SCORE Foundation and how the volunteer can contribute.
Describe the SCORE relationships with the SBA, SBA resource partners and other
SCORE national alliances.

Describe the local SCORE chapter partnerships and alliances.

Explain the requirement to subscribe to and sign the SCORE Code of Ethics and
Conduct.

Address the need to maintain total confidentiality regarding a client’s information
(confidentiality is to be maintained within SCORE) and his/her businesses as well as
other SCORE concerns when advising clients.

Describe the ways for volunteers to engage in the national operations and serve locally as
chapter leaders or on chapter committees.

Review the requirements for the daily operation of the chapter, include the CORE
system.

Have written instructions that list job descriptions, functions or policies that may be
unique to the chapter.

Provide a clear, realistic definition of what is expected from the volunteer.

Training should be tailored to the specific skills for which the new volunteer was recruited. The
following topics should be covered when training new volunteers:

Mentoring:

* Basic SCORE mentoring methods and techniques.

The importance of client follow-up.

The use of Form 641, Request for Mentoring and its required reporting method.

Materials and resources available to clients from SCORE, SBA and others.

Materials available through the Volunteer Center website, SCORE resource partners

and other sources on the Internet. '

Administration:

* SCORE office management.

= Reports required by the National SCORE office.

»  Other activities to support mentoring and workshops as required by the chapter.

Specialty support:

s The current and future needs of the chapter.

* Knowledge of any supporting material available from the SCORE Association office
and other chapters.

* Possible partner organizations that could or do support the chapter’s goals.

LI T I )
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Standards of Performance

Chapters must establish standards of performance and require all volunteers to adhere to them.
Those standard chapter requirements should appear in the chapter operational guidelines.
Standards should be fair and equitably applied to all volunteers and provide a basis by which to
measure individual volunteer performance.

Although individual chapters may have other specific and/or additional requirements as
circumstances dictate, it is suggested that the following basic guidelines for maintaining
membership in SCORE. To stay in good standing, a volunteer should:

In addition te, or in place of, mentoring, contribute in a significant way to chapter
functions. For example, take on leadership positions or administrative work or participate
in workshops, committees and outside activities.

Understand and utilize all relevant client feedback data to improve personal mentoring
SuCcess.

Participate in SCORE or chapter-sponsored Continuing Education programs to continue
to provide the most relevant assistance to SCORE clients.

Complete all forms required by the chapter, district director or National SCORE office.
Comply with national and chapter operational procedures.

Annually read and affirm adherence to the Code of Ethics and Conduct, and comply with
all SOM requirements.
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Chapter 3: SCORE’s Code of Ethics and Professional Considerations

By signing the application form for membership, each volunteer acknowledges that SCORE
volunteers must adhere to SCORE’s Code of Ethics and will refer to the Professional
Considerations herein that provide guidance to enable volunteers to address unique
situations as they occur. Volunteers are asked to review and attest to the Code of Ethics
annually and continue to adhere to our Professional Considerations.

The Code of Ethics is a separate document located at the end of this chapter. The Code
embodies those principles that SCORE volunteers embrace as they relate to clients and
others when they represent themselves and SCORE. These also serve to maintain the highest
level of SCORE service to demonstrate our most worthy aspirations for client service.

Client Definition

e ‘Client’ shall mean any person who has requested or received any service from SCORE,
including requests for mentoring or registration for a workshop.

» SCORE uses a client’s email address as their unique identifier. Every attempt should
be made to obtain and maintain every client’s valid email address.

NOTE: The Small Business Act prohibits SCORE from using federal funds “to provide any
direct benefit or assistance to any individual in the United States, if the Administrator or the
official to whom the funds are made available receives notification that the individual is not
lawfully within the United States.” However, SCORE does not have a role in determining legal
or immigration status.

SCORE and SCORE’s volunteers ARE NOT directed, nor expected, nor have any legal basis or
authority to ask for a client’s immigration status, nor should a SCORE volunteer deny service
to any client based upon suspected immigration status. Denial of service is only adjudicated
when a client freely informs SCORE of their illegal status or if SCORE is duly informed by the
SBA that the individual is not lawfully within the United States.

Compensation

In the event that a volunteer accepts employment from his/her client, he or she must
immediately resign from SCORE.

The chapter chair will take the following actions:
s Immediately remove the volunteer from the chapter roster and notify the National
office
by using the most recently approved method.
» Immediately inform the client in writing that the mentor is no longer a SCORE
volunteer and that SCORE cannot be held accountable for the future actions or
advice of the former mentor.
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Third Parties
The following guidelines apply to interactions between SCORE volunteers and third parties.

When volunteers perform SCORE services for another organization or agency (other than
SBA or SCORE clients), the organization may provide an honorarium to SCORE or the
chapter to offset the expenses a volunteer may have incurred. The volunteer will be
reimbursed by SCORE for out of pocket expenses through normal SCORE financial
procedures.

Personal Interests

To safeguard the integrity of the SCORE mission, it is vital to avoid any actual or apparent
conflict of interest. As outlined in the Code of Ethics, no volunteer may solicit any client for
business or become a paid consultant or contractor for any client. Similarly, no volunteer
can invest in a client’s business.

However, it must be noted that being a SCORE client does not preclude doing business with
a SCORE volunteer in certain circumstances. Specifically, a SCORE client can engage a
SCORE volunteer’s business if the following:

1) The volunteer has not personally mentored the client

2) The volunteer’s business is public in nature. Examples include the volunteer owning a
restaurant at which a client may dine, the volunteer publically lists real estate and a
client (represented by an independent agent) purchases or leases property, the
volunteer owns a car dealership and an unsolicited client purchases a vehicle.

3) The volunteer is referred in an unidentified manner through a Chapter prepared list or
published directory (See below)

Referral of SCORE Volunteers to Clients

When a SCORE client requests that the SCORE mentor refer the client to an advisor who is
privately employed or in private practice, then the SCORE mentor may provide a SCORE
chapter prepared list or a publically published directory of no fewer than three persons
that could include a SCORE volunteer. The chapter or other SCORE volunteers may not
recommend any individual on the list other than to indicate that all are deemed to be highly
qualified, nor may it be noted in any way that a SCORE mentor's name is on the list.

If a SCORE mentor is selected from the list provided, that mentor must provide notice, in
writing, to the client that the services are provided independently of SCORE, and SCORE is
no longer involved. A copy of this notification must be given to the chapter chair. The
SCORE volunteer named on the list may not be someone who has previously mentored the
client requesting the referral,

Personal Conduct
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As long as persons are SCORE volunteers they shall:

s Participate in chapter activities as agreed to between the chapter and the
volunteer.

« Be responsible for maintaining proficiency with continuing relevant SCORE
technical and operational developments and with advances in successful
business practices.

o Seek advance advice about the propriety of any action or inaction that they have
reason to believe may be or may lead to a violation of the SCORE Code of Ethics
before they or others engage in the activity or fail to act. If needed, the chapter
chair shall consult the district director or SCORE Vice President of Field
Operations concerning the proper decision. Any volunteer requesting advice
from any chapter, district or national officer shall receive a decision in writing.

If a volunteer wishes to enter into a personal relationship with a SCORE client, he or she
should consult the chapter or district leadership for guidance

Variances/violations

Any violations should be reported via the grievance process defined in Chapter 10 of the
SOM, or, if the grievance involves the leadership of the chapter or district, the volunteer
should directly contact the Vice President of Field Operations at the SCORE Association
office.

All of the provisions expressed in the Code of Ethics and as elaborated in these
Professional Considerations are set forth for the purpose of protecting SCORE clients,
SCORE volunteers and the SCORE Association. However, where one or more of these
provisions works to the detriment of a SCORE client, however slight that detriment may be,
a variance may be granted where the SCORE Association Vice President of Field Operations
deems it appropriate to do so.

The process is as follows:

* The request shall be made in writing by the affected client or volunteer.

* The request shall set forth the reasons in full as to why any provision(s) of the SCORE
Code of Ethics as written will work to the detriment of the client.

* The request shall state that the client has had ample opportunity to consult competent
professionals (lawyer, accountant, etc.} and is satisfied that the variance is in his/her best
interests.

* The request shall be submitted to the chapter chair who may make a recommendation
as to the disposition of this matter and will forward the matter to the district director.

* The district director may then make a recommendation and will forward the matter to
the SCORE VP of Field Operations.

* The SCORE Vice President of Field Operations will render a decision in writing with
copies to all parties. The SCORE Vice President of Field Operations' decision shall be
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final.
Commitment to the Code

Volunteers shall be fully aware of and comply with the SCORE Code of Ethics. When
individuals apply for membership in SCORE, they agree by signing the membership
application that they "shall comply with the provisions of SCORE's Code of Ethics, which [
have read, and also with the other rules for its volunteers."

Accordingly, applicants shall receive and retain a copy of the current Code of Ethics at the
time they receive an application for membership. At the beginning of each fiscal year, each
volunteer must review the Code of Ethics and attest to the code. The annual affirmation of
the Code by the volunteer will either be conducted and recorded electronically via SCORE's
Training site.
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Our Code of Ethics and Conduct

SCORE volunteers have always heid the highest level of ethics and conduct. The tenants of this code are the
foundation of our organization and are the basis for individual membership. Individual membership in SCORE is 2
privilege and, as such, may be terminated at any time for any reason. Violations of the Code of Ethics will resultin
immediate termination from SCORE. Additional information, explanations, and exceptions to this code are
detailed in the SCORE Operating Manual (SOM). All ethics related concerns, including investigation of allegations
and appeals to violations, will follow processes defined in the SOM.

RESPECT

*  Always act professionally and treat all clients, volunteers, and staff with respect -

«  Not engage in any destructive behavior within the chapter or SCORE (physically, verbally, in writing or online)

#  Not discriminate against any person on the basis of race, color, gender, national origin, age, religion, marital
status, handicap or sexual preference

e Notengage in any form of insensitive behavior or sexual harassment

CLIENTS MATTER

*  Always place the business interests of SCORE clients first

Protect the confidentiality of client information so that it remains within SCORE

Never prematurely judge a client or their idea & strive to create a long term relationship with all clients
Ensure that every client is aware of the ongoing services and resources available to them from SCORE
When advising clients about seeking professional services, identify, whenever feasible, several sources from
which the client may select

CONFLICT OF INTEREST

¢ Conduct all SCORE activities to avoid any conflict of interest between my personal or business interests and the
interests of SCORE clients. This includes not recommending the purchase of goods or services in which there is
a direct or indirect interest to me, my family, or my professional colleagues.

s Not become an officer, director, shareholder, investor, or partner of my clients, nor provide funding, of any
type, to any client that receives assistance from SCORE (see the SOM for more details)

COMPENSATION

o Offer my services at no charge to SCORE clients, not accepting fees, honoraria, payment for travel or other
expenses incidental to mentoring, or any other activity, nor accept fees, commissions, kickbacks or things of
value from third parties when recommending products or services to a client

& Never solicit business from any SCORE client or become an employee, paid contractor, or consultant to a
client’s business {refer to the SOM for more details) -

VOLUNTEER COMMITEMENT

*  Adhere to the requirements set forth in the SOM and my chapter to be a member in SCORE

«  When representing SCORE, clearly identify myself verbally and in print with my SCORE title, current SCORE
branded business card, and signature block on all communications

*  When representing SCORE publicly, refrain from statements that are critical of SCORE , its sponsors or the
SBA, or that promote any political party, elected official or candidate for elected office

« Read, understand, and agree to the entire Code of Ethics annually

i attest that as a SCORE Volunteer, | shall uphold the Code of Ethics detailed above:
SIGNED: DATE: S
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Chapter 4: Chapter Administration, Operations, and Leadership

The SCORE Association exists as one national organization.

Chapters are not legal entities and do not have the ability to enter into contracts or
agreements that present any level of liability to SCORE.

However, chapters are self-managed. Every SCORE chapter must maintain up-to-date chapter
operations guidelines that reflect chapter realities. The written guidelines specify the officers
required, how they are elected, their terms of office and any qualifications for holding office or
any duties different from those usually appropriate to the office. The chapter’s guidelines shall
not contain anything contrary to the SOM.

The following guidelines describe the main functions required of the chapter.
Administration and Reporting

s Maintain and implement a written business plan that is reviewed and updated
annually and includes chapter operations, marketing and funding plans. The
business plan must cover all aspects of chapter business operations. The chapter’s
business plan and operation must be consistent with the SCORE Association
mission, vision and Chapter Minimum Standards (chapter chair and leadership
team).

¢ Conduct an annual goal-setting process
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Hold regular chapter meetings with agendas.

Hold regularly scheduled general chapter meetings to help volunteers stay current with

SCORE activities locally, district wide and nationally.

Conduct a chapter level volunteer engagement plan,

Appoint committees or individuals as necessary or desirable to accomplish the chapter’s

goals and objectives.

Maintain written instructions that list current job descriptions, functions or policies that

may be unique to the chapter. This must be made available to chapter membership.

Comply with the decisions, directives and instructions on SCORE operations received

from the board of directors, SCORE officers and the district director. From time to time,

chapters will be asked to supply additional information to the association. Chapters are
required to comply with all requests from the district director, the SCORE board of
directors and the National office (chapter chair and leadership team).

Comply with SOM reporting requirements.

Make certain that volunteer and chapter responsibilities for recording and reporting

activities are met and records are properly maintained (secretary).

Ensure that chapter funds are properly controlled, monitored and reported annually on

Form 3, Chapter Annual Report (treasurer).

Have ongoing fundraising efforts to ensure sufficient funding for ongoing chapter

operations. Coverage for 12 months expenses is the goal to ensure proper cash

flow for routine operations. A chapter should not have more than 18 months

operating funds.

- If a chapter has in excess of 18 months of operational expenses, without a
plan to utilize the funds to further SCORE’s mission, there are 2 actions
that may be applied.

»  “‘Normal’ federal budget allocation may be withheld from the
chapter, at the District Level, until chapter funds are consumed

#  Chapters can donate funds for expansion efforts local within their
district

Ensure that paid clerical support services, if used, are procured through an approved

clerical provider. Chapters cannot have paid employees. All new and renewed clerical

providers and contracts must be approved by the SCORE Vice President Field Operations
or his or her designate, including clerical providers paid from chapter treasuries

(treasurer).

# Prior to hiring a contractor, a reasonable attempt must be made to recruit a volunteer
to complete the tasks. Many chapters have found volunteers to do so, and this saves
the chapter and district funding that can then be used to help small business owners.

¢ The contractor reports to the chapter chair or designate.

o The contractor must complete a Form 1099.

Implement a system for volunteer expense reimbursement (vice chair or treasurer).

Operations

Comply with the reporting of all client activity, volunteer information, and chapter
operational information in the SCORE CRM system.

13
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Client response and contact are the most fundamental part of SCORE’s service to clients.

Chapters must maintain a system that ensures all clients requests will be responded to

within two business days, at a minimum. Faster client contact will minimize any issues

with regard to client non-response.

Provide a way of bringing clients together with the services or information they are

requesting, including:

* A phone number with messaging capability (with an appropriate message) that is
regularly responded to within two business days.

* A dedicated chapter email address (not simply the address of a volunteer) that is
monitored daily and requests are responded to within two business days.

* A method for scheduling and carrying out mentoring appointments, whether itisa
regular schedule or appointments by request schedule.

* A method for handling workshop scheduling and registration and for the collection of
fees, evaluations and sign-in sheets.

*  All chapters must maintain their www.score.org chapter website, with minimum required
contents, per SCORE Association Chapter Marketing Guide.

*' All materials developed by chapters must include the SBA logo and the following disclaimer
in legible, easily readable print;

“The material in this publication is based on work supported by the U.S. Small Business
Administration under cooperative agreement SBAHQ-15-S-0001**. Any opinions, findings
and conclusions or recommendations expressed in this publication are those of the author and
do not necessarily reflect the views of the U.S. Small Business Administration.”

“SCORE services are provided without regard to race, color, national origin, gender, age and
disability. Persons with disabilities may request reasonable accommodations with a two-week
advance notice.”

**This number changes annually. This number above is for the fiscal year 2015. Please
contact the association office for the current number and with any questions you may
have.

Leadership and Planning

Develop a line of succession to assure continuity with incoming chapter officers and
maintain a written leadership succession plan with sufficient lead time to provide ample
training for prospective chapter officers and committee chairs.

Prepare a plan to anticipate long-term and short-term goals for growth and diversity.
Provide for ample training of prospective officers via appropriate committee assignments,
Each year, provide a slate of candidates for the position of chapter chair to the SCORE
district director for approval.

Chapter Relationships & Communications

Communicate information from the SCORE National office and the SCORE district
director to all chapter volunteers.
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Maintain a close working relationship with the SCORE district director and the
SCORE National office in Herndon, Virginia to take advantage of its resources.
Maintain effective communications with appropriate resources within the chapter’s
community, other SCORE chapters or market area with SBA officials and the SCORE
district director (chapter chair and leadership team).

Use only the current official SCORE brand and logos in all chapter publications

(for example, business cards, letterhead, brochures, website, etc.) (Marketing
Committee).

NOTE: Our current brand is SCORE. Adherence to the official brand includes
eliminating all references to “Service Corps of Retired Executives.”

Appoint a chapter Marketing volunteer to maintain active contact with the local

media and provide them with information on chapter activities (Marketing

Committee).

Establish and maintain community partnerships to ensure that the community

(state and local government officials, military and local business) knows of the

chapter’s services (Marketing Committee).

Coordinate with SCORE district resources to conduct and report at least one face-to-face

contact per year with members or staffers of the U.S. House of Representative or Senate

who represent the area where your chapter is located.

» Congressional contacts should utilize only the national level agenda items bolstered
with local impact data. All information for congressional contacts will be provided.

* Ensure that congressional contacts are reported to the SCORE National office using
the Form 23, Congressional Contact Report (chapter chair and leadership team).

Volunteer Recruiting and Training

Ensure that the chapter is carrying out effective programs to recruit, train and evaluate the
work of its volunteers (vice chair).

e The chapter shall not set any arbitrary requirements of time as a precursor for
accepting an otherwise qualified volunteer.

#  Maintain and implement a written recruitment plan that inventories the mix of
current chapter volunteer backgrounds and skills and then targets recruitment
efforts to fill the gaps and anticipated needs to ensure the chapter can meet the
service requests of its clients and the business community served (Recruiting &
Training Committee).

Attract and recruit talented volunteers representing the gender, races and
ethnicities served by the chapter to reflect the community (Recruiting & Training
Committee).

Conduct new volunteer orientation to ensure a professional and complete
introduction to SCORE. The orientation should contain information on the
different roles of the chapter, the district and the national organization as they
relate to the volunteer. It also must introduce the chapter’s business plan, chapter
guidelines, the Code of Ethics and Conduct, the SCORE Operating Manual
(SOM) and the Volunteer Center website.
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« Ensure that the new volunteer completes all SCORE Orientation
Programs, including the Mentoring Methodology certification, within the
90-day provisional period. A volunteer should not be changed from
provisional status without completion of these activities.

s Assign each new volunteer a training mentor for his or her provisional
period (Recruiting & Training Committee).

« Conduct ongoing volunteer training to improve mentoring techniques and ensure
mentoring skills are current (Recruiting and Training Committee)

o Establish performance criteria for each volunteer modeled from the standards of
performance, as defined in the SOM (Evaluation Committee)

# Ensure that all volunteers are familiar with and comply with the SOM. Chapter leaders
must see that the guidelines are followed (vice chair).

e Ensure that all chapter volunteers complete the SCORE Code of Ethics and Conduct
training annually. The Code of Ethics training must be completed through the SCORE
Volunteer Center (secretary).

e Ensure that all new volunteers have and use an individual email address.

¢ Remove volunteers that do not adhere to national policies or consistently underperform
on key client service metrics.

The duties of the four principal officers of the typical chapter are as follows:
1. Chapter Chair

The chapter chair reports to the district director and is responsible for overall chapter
management. The chapter chair is to ensure that the chapter is compliant with SCORE policies,
procedures, Chapter Minimum Standards, goals and objectives. In addition, the chapter chair will
work to ensure the chapter is in alignment with SCORE’s mission and vision as well as agreed
upon goals and objectives. The chapter chair is required to develop a leadership team within the
chapter and to delegate appropriately to both the leadership team and to committees within the
chapter.

Also, the chapter chair is responsible for carrying out or delegating the chapter requirements
noted above. Any and all tasks may be delegated at the chapter chair’s discretion to the vice
chair, treasurer, secretary, committee members or other chapter volunteers.

2. Chapter Vice Chair

As successor to the chapter chair, the vice chair assists in the discharge of the chair duties. The
vice chair:

e Acts in place of the chair when the chair is absent or unable to serve.
= Performs other duties that are assigned by the chair.

s Assists the chair in implementation or delegation of chapter activities at the discretion of
the chair.

16
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3. The Chapter Secretary

The secretary performs the duties normally incident to that office, including the following
(unless delegated elsewhere):

L
.

Keeps minutes of chapter meetings and training sessions.

Supervises the preparation, maintenance and data entry of client and volunteer
information in order to comply with the data reporting requirements and other chapter
reporting requirements,

Supervises maintenance of the client case files.

Maintains the SOM, chapter library, files and reports to ensure an accurate account of
chapter operations.

Assists the chair in implementation or delegation of chapter activities at the discretion of
the chair.

4, The Chapter Treasurer

The treasurer performs the duties in accordance with Chapter 7 — Source and Uses of Chapter
Funds incident to that office, including the following:

Handles the receipt and disbursement of all chapter revenues and expenditures.
Maintains an accurate record of all financial transactions.

Submits monthly treasurer’s report to the chapter.

Accounts for money, property and in-kind gifts to the chapter. Keeps records for tax and
safekeeping purposes and sees that proper federal, state and/or local tax and other chapter
financial reports are duly filed.

Annually prepares and submits Form 3, Chapter Annual Report, to the chapter chair for
signature before submitting to the district director. The preparer of the form is also
required to sign the form.

Assists the chapter chair in implementation or delegation of chapter activities at the
discretion of the chapter chair.

Election of Officers

To ensure a fair and informed election of officers, the chapter chair will appoint a nominating
comnmittee to select, interview and evaluate the qualifications of candidates for office. The
district director will review and approve the candidates for the position of chapter chair selected
for election. Upon approval by the district director, the chapter chair will give proper and timely
advance notice to the membership of the election process and date.

Chapter elections must be held no later than May 31 so new officers and appointed
committees may be adequately prepared to function on the first day of the new fiscal
year, which begins October 1. Elections should be completed by May 31, in order for
incoming chairs to attend the national chapter chair orientation in early August.
Officers may be elected in one of two ways:

* By a majority vote of those responding to a ballot sent to all chapter volunteers.
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* By a majority vote of volunteers present at a regular or special meeting following a
written notice sent not later than three weeks prior to the date an election is
scheduled.

In the event an election for chapter chair results in a tie, a second vote should be taken. If the
second vote again results in a tie, the district director shall cast a vote to break the tie.

Removal of Officers
A chapter officer may be removed or lesser action may be taken if the officer knowingly:

¢ Fails or refuses to comply with a decision or directive of the national SCORE Association
office, the district director or the chapter chair.

¢ Fails to fulfill in a substantive way the responsibilities of the office held.

e Acts in an improper manner so as to discredit the office, chapter, district, SCORE or the
SBA.

» Does not comply with applicable SOM provisions and chapter operational guidelines.

Removal action may be initiated by a majority of chapter officers, the district director, the
Regional Vice President or the SCORE Vice President of Field Operations. In addition, a
majority of chapter volunteers may petition for the removal of any officer. The detailed charges
shall be presented in writing to the chapter officer in question, and an attempt shall be made to
resolve the matter informally with the officer at the chapter level, with the district director, with
the regional vice president, and/or the SCORE Vice President of Field Operations participating.

If the matter is not satisfactorily resolved, the district director or regional vice president must
promptly notify the SCORE Vice President of Field Operations, detailing the charges in writing
against the chapter officer and providing a record of the attempt to resolve the matter. If the
SCORE VP Field Operations is unable to resolve the matter within 10 days, it must be referred to
the SCORE Association Executive Committee,

¢ The SCORE Association Executive Committee shall provide the chapter officer due
notice of the charges and an opportunity to respond. Then, based on the information at its
disposal, the SCORE Association Executive Committee will make a final written
decision on the matter for SCORE. The decision must be sent to the officer involved, the
other chapter officers, the district director and the SCORE Vice President of Field
Operations.

* The SCORE Association Executive Committee may request that the SCORE Association
Board of Directors revoke a chapter’s charter if it refuses or fails to take the action the
committee directs in its decision.

¢ Ifan officer is removed, the district director shall appoint a chapter volunteer to act in
place of the officer until the chapter elects a new officer.

Chapter Committees or Functions

Chapter committees may be established to facilitate effective chapter activities, to secure
maximum volunteer participation, to use the talents of the chapter and to identify and develop
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future chapter leaders. The term of committee members will ordinarily coincide with that of the
chapter officers. The following committees or functions may be considered:

Executive Committee or Board of Directors
Marketing Committee

Volunteer Recruiting and Training Committee
Workshop Committee

Fundraising Committee

Legisiative Committee

Others as deemed appropriate by the chapter chair

* & & & ¢ ¢ »

Committee chairs and members are appointed by the chapter chair or the Executive Committee,
or may be selected by the volunteers per the chapter’s bylaws. Following are the recommended
duties of each committee.

The Executive Committee

The Executive Committee is appointed by the chapter chair. Newly elected chapter chairs can
appoint or remove members, regardless of their previous role, of the executive committee.

s Assists the chapter chair with the general supervision of chapter affairs between regular
meetings, including setting the time and place for chapter meetings.

* Removes inactive and inadequate volunteers, unless the chair is authorized to do this by
the chapter guidelines.

& Advises the chapter chair on policy, procedures and agency relationships.
Exercises the power and authority normally exercised by an Executive Committee,
including advising the vice chair regarding governance of the chapter in the absence of
the chapter chair,

®  As delegated by the chapter chair, ensures that the chapter develops a written business
plan, leadership succession plan, recruitment plan and outreach plan to comply with
SCORE Association minimum standards. The committee may delegate this duty to
another committee or individual, but the plans must be monitored and reviewed by the
executive committee. The committee should also ensure that the business plan includes
marketing and fundraising plans.

s Asdelegated by the chapter chair, conducts and reports at least one face-to-face contact
per year with members or staffers of the U.S. House of Representative or Senate who
represent the area where your chapter is located. (Legislative Committee).

The Marketing Committee

The Marketing Committee prepares a marketing program, focused on community engagement to

including public relations in compliance with the minimum standards, to assist the chapter in
achieving its goals. Its specific responsibilities encompass:

o All aspects of SCORE chapter branding; including, but not limited to advertising (both
print and electronic), public relations, women in business and community outreach
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program marketing, This includes ensuring all SCORE branding by the

chapter is consistent with all materials available from the National SCORE office.
Development of relationships with media personnel, including coordination of activities
of all contracted public relations/publicity professionals.

Oversight of the visual presentation of the website and chapter printed materials

with input on content.

Coordination with the chapter chair and/or Executive Committee in the development of
the annual marketing budget and the annual strategic plan.

Participation with other chapter volunteers in organizing and implementing client
relations, such as client satisfaction surveys, client development activities, internal
chapter communications and special events.

The Volunteer Recruiting and Training Committee

The Volunteer Recruiting and Training Committee, in compliance with the minimum standards,
identify needs and establish priorities for the recruitment and training of volunteers as desirable
for the chapter. It also:

. e & @

Maintains and implements a written recruitment plan that inventories the mix of current
chapter volunteers’ backgrounds and skills and then targets recruitment efforts to fill the
gaps and anticipated needs to ensure the chapter can meet the service requests of its
clients and the business community they serve.

Develops and implements ways to attract and recruit talented volunteers representing the
races and ethnicities served by the chapter to attain a gender mix that is consistent with
SCORE Association guidelines.

Coordinates the recruiting program with other committees.

Solicits the support and participation of all volunteers in the program.

Establishes procedures for interviewing applicants for SCORE membership.

Conducts ongoing mentor training to improve mentoring techniques and ensure currency
of mentoring skills, including available resources and SBA programs.

Works to raise awareness that training and development are a continuing responsibility of
all volunteers,

Conducts a new volunteer orientation to ensure a professional and complete introduction
to SCORE. The orientation must contain information on the different roles of the chapter,
district and National office as they relate to the volunteer. It also must introduce the
chapter guidelines, business plan, Code of Ethics and Conduct, SCORE Operating
Marual (SOM) and Volunteer Center website. The new volunteers must be assigned a
mentor for their provisional period.

Ensures that the new volunteer completes all SCORE Orientation Programs, including the
mentoring methodology certification for all mentors during the 90-day provisional
period.

The Workshop Committee

20



252

The Workshop Committee continuously reviews and reports to the chapter on the feasibility of
offering workshops and similar events on subjects that would be helpful to the business
community. The Workshop Committee also:

* o 8 &

Plans for workshops or similar events, including obtaining chapter volunteers and others
as speakers, developing effective publicity, determining appropriate charges, finding
facilities and arranging for materials and handouts.

Works with the chapter Marketing Committee to arrange necessary and appropriate
publicity for events.

Works with SBA officials and other community resources to develop and present
workshops.

Cooperates with the SBA, as needed, in providing assistance for SBA-sponsored events.
Conducts workshops and similar events.

Ensures that volunteers are available at workshops for clients seeking assistance.
Arranges for the collection and handling of fees and maintains accurate records of
disbursements, with all surplus funds going to the chapter treasury.

Assures workshop information, with the attendee list, is captured and reported in the
SCORE CRM.

Ensures that evaluation forms are prepared and made available to all attendees. Ensures
that attendees are reported properly per the definitions of workshop (see Chapter 5).
Considers whether the events should be co-sponsored with other organizations and
arranges details of the collaboration if approved.

Ensures that SCORE’s name is prominent in all publicity and that the chapter receives its
fair share of any workshop proceeds when co-sponsoring a workshop.

The Fundraising Committee

The Fundraising Committee, in compliance with the minimum standards, identifies the need for
and sources of additional income. The Fundraising Committee:

.
L

Develops fundraising strategies.

Conducts ongoing fundraising efforts to ensure that the chapter’s future operation for one
year is maintained.

Contacts and follows up with potential donors of funds and in-kind support.

The Legisiative Committee

The Legislative Committee, in compliance with minimum standards, is responsible for
contacting federal government offices to report on the activities of the chapter. The Legislative
Committee:

Conducts and reports at least one face-to-face contact per year with members of the U.S,
House of Representatives or their staff for each congressional district served by the
chapter.

Coordinates, within the SCORE district, visits with members of the U.S. Senate.
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¢ Reports on Form 23, Congressional Contact Report, to the SCORE Association office all
face-to-face contact with U.S. senators, U.S. House of Representatives or their staff.
e Maintains contact with state and local governmental offices and legislators.

Election of SCORE Volunteers to the SCORE Board of Directors

The SCORE Association Board of Directors is composed of at least 1/3 of individuals from
within the SCORE Association and 2/3 of individuals from outside the SCORE Association
(independents). SCORE volunteers interested in serving on the board of directors should contact
the SCORE office in Herndon. The SCORE office will communicate the information to the chair
of the nominating committee who will contact the interested SCORE member. A potential
candidate may be nominated by another SCORE member, or they may self-nominate. The
nominating committee, as required by the bylaws of the SCORE Association, will recommend to
the board qualified candidates from within the SCORE Association. The board will then elect by
majority vote.

The board elects both SCORE and independent (non-SCORE) board members. Board members
are eligible for two three-year terms.

2
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Chapter S: Chapter Activities & Services Reporting

The SCORE Association is required by the SBA and Congress to report on services provided to
the small business community and the contributions made by SCORE volunteers. To effectively
report to the SBA and Congress, all chapters are required to record all client and volunteer
activity within the SCORE CRM. This information is used in funding requests, planning and
budget allocation.

Activity Reporting

The SCORE CRM system was developed to provide accurate information and statistics about
SCORE membership, mentoring and training activities and other operations reported to the SBA,
Congress or other stakeholders. SCORE data is reported to all SCORE volunteers in the SCORE
Volunteer Center and uploaded to the SBA. A full:and aceurate picture:of SCORE’s activities is
dependent on timely and accurate reporting from all chapters.

Forms

To facilitate chapter reporting, all necessary forms available to download on the Volunteer
Center website. Forms are updated from time fo time and chapters are required to use the most
recent version of all forms.

Note: SBA forms are approved by the Office of Management and Budget (OMB), including

Form 641-Request for Mentoring and Form 888-Management Training Report, may not be
changed without prior approval of the originating agency.
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The following forms are available to download from the Volunteer Center:

»

Form 3, Chapter Annual Report. Provides data for the past fiscal year about the
chapter. Must be received by the district director by October 31. District directors must
forward the completed Form 3 and all attachments to the National office by the 1% Friday
of November. The ending balance on Form 3 should be the same as the reconciled bank
balance.

Form 4, Application for Volunteer Membership. Must be completed by all new
volunteers. An applicant is not a volunteer and is not protected by the Federal Tort
Claims Act and the Federal Employees Compensation Act until the completed
Application is entered into SCORE CRM. Electronic recording of volunteer membership
information in the SCORE CRM replaces the need to use the paper Form 4.

Form 11, Application for Awards. See Chapter 7, National and Chapter Achievement
Awards, for more information.

Form 14, Total Expense Reimbursement Form. SCORE volunteers or chapters must
submit this form to be reimbursed for out-of-pocket expenses, with the necessary
approval/signatures, to the National SCORE office. See Chapter 6, Total Expense
Reimbursement System, for more information.

Form 15, Acknowledgement of Receipt of Gift to SCORE. Chapters should complete
this form upon receipt of gifts, either in kind or cash. Give a copy to the donor and retain
a copy for chapter records.

Form 16, SCORE Chapter On-Site Review (SOSR). This form is used by district
directors or their designate to monitor and support chapter performance and measure
compliance with the Chapter Minimum Standards. This review should be conducted at
least annually.

Form 22, Model Operational Guidelines for Chapters. All chapters must maintain up-
to-date chapter guidelines that are current and reflect chapter realities. Chapters must
also maintain written instructions that list job descriptions, functions or policies that may
be unique to the chapter. ’

Form 23, Congressional Contact Report. To be completed when contact is made with a
member of Congress or congressional staff. Contact can be in person or in writing. The
contact must be face-to-face to be counted toward the chapter’s goal. A copy of this form
must be sent to the National SCORE office for a chapter to receive credit. This also
enables the association office to contact the congressional office in Washington to follow
up on the original contact.

Form 24, Chapter Membership Agreement, This form must be completed and signed
by all parties before a chapter charter will be issued.

Form 23, Chapter Chair’s Oath of Office. This form is used when installing a new
chapter chair.

Form 30, Small Business Success Profile, This form must be completed by the SCORE
mentor and signed by the business owner for release of information. This form is also
used to update success stories for goals reporting.

Form 35, Tabletop Display Reservation. This form may be used to reserve one of the
tabletop display booths.

Forms 100 and 101, Chapter Expense Voucher Transmittal Sheets. These forms are
used to submit expense vouchers (Form 14) to the National SCORE office. Chapters must
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complete Form 100 to accompany the expense vouchers and, at the district director’s
discretion, send the forms directly to the National office or to the district director. If Form
100 is sent to the district director, then Form 101 must be completed by the district
director before forwarding the expense vouchers to the National office. Each district
director will determine the process used by his or her chapters.

Form 641, Request for Mentoring. This form is for both the client and the volunteer to
complete. [Note: No other changes can be made to these forms without permission from
the U.S. Office of Management and Budget and the SBA.] The request for mentoring is
initiated by the client completing Parts [ and II of the form. The volunteer must complete
a Part 111 of the form after each mentoring session.

Form 888, Management Training Report. This form is used to record workshop
information and attendance.

Chapter Goals Form (electrenic). All chapters are required to determine goals for the
next fiscal year and enter these into the SCORE CRM. Goals are used to help the
association project and measure growth and success.

Retention of Forms

The chapter must be able to produce a copy of the forms associated with providing client

services. The chapter may do this either through the SCORE CRM system or by preserving a
dedicated and secure space to keep and maintain paper chapter records that is accessible to the
membership. All forms, including Forms 641 and the workshop sign-in sheets, must be able to be

produced for four years, except as otherwise noted in the SOM.

Al records pertaining to volunteers, including membership applications, must be able to be
produced for seven years after a volunteer leaves SCORE. It is strongly recommended that
electronic copies (files or scans) of these records are maintained.
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Client Services Reporting

All chapters are required to collect and input all relevant client information into the SCORE
CRM system, regardless of whether the interaction is classified as a mentoring session. This
includes all workshop participants.

For SBA reporting, all chapters are required to use the following definitions of mentoring
sessions and workshops.

Local Face-to-Face Mentoring

Mentoring occurs when a SCORE mentor or team of mentors receives a request for business
advice and responds by providing substantive advice. The client must complete Form 641,
Request for Mentoring, Part I & I1. In addition:

s The initial mentoring case or session must be 60 minutes or more in length in order to be

reported as a case and the information is captured on Form 641, Request for Mentoring.
o NOTE: There is no time requirement for subsequent visits (follow-ons).

e Preparatory time is reported in addition to the length of a mentoring session.

« To be counted as a mentoring case or session, the advice given should be of sufficient
value to have resulted in a billable client service by a paid consultant.

& A session with two or more individuals representing a single business entity or client
counts as one mentoring session or case.

¢ A session with two or more mentors (team mentoring) and a single business entity or
client counts as one mentoring session or case.

s Travel time will be tracked so that mentors are credited with having worked the time, but
this will not be included in the length of a mentoring session nor is the time credited to
the mentoring session.

National Email & Online Mentoring
The following guidelines apply for online mentoring

» The initial mentoring case or session must be 30 minutes or more in length in order to be
reported as a case and the information is captured on Form 641, Request for Mentoring.
The time requirement includes research and prep time in addition to the actual response
creation time.

o NOTE: There is not time requirement for subsequent sessions (follow-ons).
Preparatory time is reported in addition to the length of a mentoring session,
To be counted as a mentoring case or session, the advice given should be of sufficient
value to have resulted in a billable client service by a paid consultant.

Skype, Telephone, and other modes of Local Mentoring
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The initial mentoring case or session must be 30 minutes or more in length in order to be
reported as a case and the information is captured on Form 641, Request for Mentoring.
There is not time requirement for subsequent sessions (follow-ons).

Preparatory time is reported in addition to the length of a mentoring session.

To be counted as a mentoring case or session, the advice given should be of sufficient
value to have resulted in a billable client service by a paid consultant,

What Does Not Constitute Mentoring

Providing non-business information or advice is not counted as a case or session. The following
are examples of some of the activities that do not constitute a mentoring case or a session:

L

Client calls for and receives directions to the chapter or information about office hours or
SCORE activities.

Client calls for and receives the telephone numbers of local or state government offices
for business registration or other contact information for other potential resources.

Client visits or is referred to a chapter, mentor or website for information.

Client registers on a chapter or volunteer website for any purpose other than a request for
online mentoring.

Client downloads information, software, templates or other files from a chapter volunteer
or other website without mentor contact that meets the definition of a case.

Client is sent an email newsletter or other information electronically without additional
mentor contact that meets the definition of a case.

Mentor contacts a client for the purpose of scheduling a meeting, and the conversation
does not meet the definition of a case.

Mentor contacts a client for the purpose of following up or checking in, and the
conversation does not meet the definition of a case.

‘Workshops / Webinars

A workshop is an educational or training program for a group of individual attendees (non-
SCORE volunteers) on a business-related subject. A workshop may be conducted live (local) or
as a webinar or e-training. This activity may be sponsored by either SCORE or another entity,
with SCORE participating.

A local workshop must be a minimum of one hour and include two or more clients in attendance.

Attendees must register and attend the workshop to be counted, and their contact
information must be collected (name, email address, phone number).

For co-sponsored workshops with another SBA resource partner (for example, a
Women's Business Center [WBC] or Small Business Development Center [SBDCY)), all
partners may count all attendees if each resource partner contributes a significant amount
of presentation time (defined as one hour or more per partner).

An agenda is required for every workshop.
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s An attendee list or sign-in sheet must be completed at every workshop and entered into
the SCORE CRM.

e An evaluation sheet must be made available for completion by attendees for every
training workshop.

¢ Online e-training/webinars/workshops must be a minimum of 30 minutes and include one
or more clients participating and delivered via a computer and/or the internet.
Must include a registration process
Must include an evaluative process

What Does Not Constitute a Workshop
Following are examples of activities that do net constitute a workshop:

Chapter volunteers staff an exhibit booth at a trade show and interact with attendees.
Chapter volunteer speaks at a local service club, for the purpose of recruiting volunteers
or educating the organization about SCORE.

« Chapter volunteer participates in a television, radio or webcast presentation on a
business-related topic, for which participants do not register or for which attendance is
not or cannot be taken.

» Chapter volunteer participates in a workshop sponsored by a third party, and the
volunteer’s remarks are limited to recruiting or an overview of SCORE services.

Case Reporting

A request for mentoring is generated when a client submits an local or online Mentoring Request
or paper signed Form 641, Request for Mentoring. For online mentoring, SCORE’s CRM
automatically captures the initial online mentoring session.

A completed Form 641, Part III is necessary for all follow-ups. Report all follow-up sessions
based on the mentoring method used for that session. Follow-ups are a good barometer of the
quality of the mentoring experience.

All chapters are expected to encourage their volunteers to follow up with their clients, and each
chapter should have systems in place to ensure that mentors are meeting clients’ needs. This
includes:

¢ Training volunteers to use the “Mentoring Methodology” that includes the process to
encourage follow-on mentoring,
Mentor evaluations.

* Measuring client satisfaction.

Mentors are expected to conduct themselves with professionalism.
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Chapter 6: Total Expense Reimbursement System

SCORE volunteers and chapters are eligible to have expenses reimbursed that are incurred in the
course of SCORE-related activities. To be reimbursed, SCORE volunteers must use the Total
Expense Reimbursement System (TERS) described in this chapter. The rules for reimbursement
are established by the SCORE Board of Directors, and all expenses are charged to the budget
allocated to the chapter by the district director.

Donating Expenses

Volunteers may file claims for reimbursement, but are not required to do so. They may elect to
donate their expenses by not claiming reimbursement. Volunteers may be able to deduct these
expenses from their individual income tax returns and should seek advice from their tax advisor.

Requirements for Reimbursement
Reimbursement for SCORE-related expenses will be according to the following conditions:

¢ Sometimes volunteers may choose to affiliate with a chapter located some distance from
home, rather than with the nearest chapter. Where this is permissible, expenses will be
reimbursed for the mileage to the chapter nearest the home only. The district director will
monitor this carefully.

® Vouchers will not be paid if the expenses occurred more than 60 days prior to the date the
expense is received by the National office. For example, an expense dated March 2 must
be received at the SCORE Association office on a properly completed form, including
approvals, on or before May 1.

» Expense vouchers received more than 60 days after the date the expense was incurred or
vouchers that are not properly documented will be referred to the district director for
disposition.

* Volunteers desiring reimbursement should submit Form 14, Total Expense
Reimbursement Form, monthly. District Directors must approve chapter expenses.

s Volunteers must submit the expense voucher to their chapter chair, or the chair’s
designate, who will verify that the expense is appropriate, that all receipts are attached
and that the form is completed properly before approving the voucher for payment.

# A chair may not approve another chair or co-chair’s expense voucher, nor may chapter
volunteers approve a chair’s expense voucher. The voucher of a chair must be approved
by the district director. The district director must also approve all vouchers for
reimbursement that are paid directly to the chapter.
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The chair or chair’s designate will complete Form 100, Chapter Expense Voucher
Transmittal Sheet, and send it with Form 14, Total Expense Reimbursement Form, to the
district director or directly to the National office at the district director’s discretion. The
district director will instruct the chapter on one of the two allowable methods for
submitting expenses. A copy of Form 100 should be retained for follow-up purposes.

If the district director elects to approve all chapter Form 14s, Total Expense
Reimbursement Form, the district director will prepare Form 101, Chapter Expense
Voucher Transmittal Sheet, and authorize payment of the Form 14s by signing Form 101.
Several times each month, the district director should forward the expense vouchers to
the National SCORE office for payment.

If the district director is unable to perform these functions, the assistant district director
may perform them,

The National office will not reimburse vouchers that are not accompanied by the required
forms and approval signatures. Such claims will be returned to the chapter chair or
district director for appropriate completion.

The National office does not provide quantities of forms, including Forms 14, 100 or 101.
All forms can be downloaded from the Volunteer Center website. Only expenses
submitted on the current Form 14 will be paid.

All payments will be made by check only.

Travel will be reimbursed at the SCORE-approved mileage rate that was in effect on the
day the approved travel expense is incutred. The mileage rate is determined by the
SCORE Board of Directors.

Per Diem rates used by SCORE are contained in the General Services Administration
(GSA) publication Federal Travel Regulations (FTR) and are periodically revised.
Maximum permissible lodging, taxes, meals and incidental expenses (M&IE) are
contained in the FTR, Reimbursements may not exceed these amounts. M&IE is
reimbursed for travel on partial days at a flat three-quarters of the daily per diem. To be
eligible for the partial per diem, a volunteer must be away from home for 12 hours or
more.

Chapters may institute a policy limiting expenses that are to be reimbursed, with the
approval of the district director.

No expenses can be claimed for attendance at any social event.

When two or more volunteers travel together, only the volunteer who incurs the expense
may file for reimbursement.

Reimbursable Expenses

Reimbursable expenses include costs associated with the following activities:

Mentoring. Commuting expenses or mileage at the SCORE-approved rate to and from
SCORE offices or mentoring locations, a client’s place of business and research sites on
behalf of a client. The cost of tolls, parking, public transportation and taxis is allowed. A
receipt is required for all expenses gver $25.00.

Chapter meetings. Travel to and from chapter meetings. This payment is a local chapter
policy decision, with the approval of the district director.
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o Chapter operations. Expenses incurred by chapter officers and committee members to
maintain the efficient operation of the chapter. This includes expenses incurred by
volunteers performing administrative duties for the chapter and expenses incurred in the
planning and production of workshops. Reimbursement can be made directly to the
chapter for postage, equipment, office supplies, publications, marketing, rent and other
chapter expenses.

+ District meetings. Expenses incurred in attending district meetings. Only those
volunteers invited to the meetings are authorized to claim reimbursement. SCORE funds
cannot be used to cover the cost of alcohol. Attendees are responsible for their incidental
expenses.

s National meetings. Covers the costs of travel and approved expenses for any meetings
sponsored by the National office. All invited attendees may use this account.

o Training. Expenses incurred to plan, produce or attend chapter-training sessions.

» Promotion of SCORE. Expenses incurred giving speeches representing SCORE to the
local community.

* Registration fees for SBA and non-SBA-sponsored events. These are reimbursable as
a means of paying for meeting rooms, breaks, banquets, audio-visual equipment rentals
and the like. The cost of any meals included in the registration fee must be deducted from
the per diem allowance.

Note: The cost of contributed items must not be charged to the chapter or district budget. For
example, if volunteers are attending a meeting where someone else is hosting a luncheon, the
cost of that luncheon must be deducted from the per diem.

Expense Guidelines for District Directors

The following expense guidelines apply to district directors. District directors are responsible
for:

Establishing separate budgets for district and chapter expenses.
Allocating and monitoring chapter budgets, and encouraging a monthly reconciliation.
Submitting their own expense vouchers for approval to the Regional Vice President or his
or her designate.

Completing Form 14, Total Expense Reimbursement Form

Follow these directions to complete Form 14:

Box 1, Chapter and District Expenses

» Chapter expenses: complete the box in full.
* District expenses: omit the chapter number.

Box 3, Social Security Number
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The last 4 digits of the social security number are required to properly reimburse a volunteer for
expenses. For reimbursements paid directly to the chapter, only the chapter number is required.

Boxes 9 and 10, Approval Signatures

¢ Form 14 must be signed by the claimant and approved by the chapter chair or the chair’s
designate.

s The district director must approve Form 14 for chapter chairs and reimbursements paid
directly to the chapter.

s Form 14 for district directors must be approved by the SCORE Vice President of Field
Operations or his or her designate.
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Accounting Classification Codes

Form 14 contains the following accounting classification codes. These codes are used to allocate
expenses:

(1) Mentoring. This includes all travel and related expenses incurred when mentoring a
client. All volunteers may use this account.

(2) Mentoring development and support. Includes expenses incurred that are not related to
mentoring. These include travel to chapter offices and meetings, travel for non-mentoring
duties, expenses incurred by the chapter (including telephone), office supplies, office
equipment and expenses for developing or conducting workshops.

(3) Training. Includes expenses incurred for volunteer training. This includes travel to
district meetings or special training sessions. It also includes the costs of materials used
in training.

(4) District director and assistant district director travel. Includes expenses incurred by
the district director and assistant district director while administering district operations.
Only district directors and assistant district directors may use this account.

(5) District meetings. Covers travel and all approved expenses while attending a district
meeting. All volunteers authorized to attend the meeting may use this account.

(6) District director annual conference. Covers travel and approved expenses while
attending the annual conference. All invited attendees may use this account.

(7) Meetings. Covers the costs of travel and approved expenses for any meetings sponsored
by the National office. All invited attendees may use this account.

(8) Board of directors meetings. Covers the costs of travel and approved expenses to attend
SCORE Association board meetings. All board members and invited attendees may use
this account.

Processing of Vouchers

The SCORE National office processes expense vouchers daily and prints checks once a week.
All vouchers received by the last day of the month are included in the monthly reports provided
to district directors. These monthly reports provide district directors with the status of their
budgets and those of their chapters. Monthly reports are sent to each district director and
assistant district director prior to the 10 of each month.

Least Cost Principle

SCORE will reimburse expenses using the “least cost” principle. For example, if it is possible to
rent a car and drive to a district meeting rather than fly there, and it costs less to do so, SCORE
will reimburse only an amount equivalent to the cost of renting the car. This least cost principle
also applies to parking fees and the use of public transportation. Volunteers should keep this
reimbursement principle in mind and minimize costs whenever possible.
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Chapter 7: Sources and Uses of Chapters Funds

Each district is provided an annual operating budget to cover most SCORE-related district and
chapter expenses for the fiscal year, District directors allocate funds for district and chapter
expenses, and all funds are available on a reimbursement basis. In addition to the annual
allocation, each chapter must have ongoing fundraising efforts to ensure that the chapter’s
operations for 12 months are maintained (see Chapter 4).

Each chapter must also designate as a signor on their Chapter Bank Account the “SCORE CEO™.
For information regarding SCORE’s tax exempt status, please refer to Chapter 12.
Use of Funds

All monies raised locally and those deposited into a SCORE Association chapter account,
including chapter level revenues from workshop programs and donations, are considered
federal monies and subject to restrictions from SCORE’s federal grant.

Chapters may use their annual allocation to reimburse volunteers or the chapter for expenses that
support the mission of SCORE. However, chapter funds may also be used to cover any of these
expenses. Chapter funds cannot be used for expenses of a personal nature or for the
personal benefit of the chapter’s volunteers.

The following, subject to the district director’s concurrence, are some of the ways chapter
treasuries and the chapter’s annual allocation from the National SCORE office administered by
the district director may be used:

s Clerical support providers

If a clerical support is deemed to require an outside contractor, the chapter must use a
national, local or regional provider of temporary employment services. The local or
regional provider must furish evidence or certify that it is authorized to act as such in its
state or local jurisdiction and that it complies with all applicable federal and state payroll
tax laws and other applicable requirements. A copy of the contract between the local or
regional provider and the SCORE chapter or district must be furnished to the National
office for approval. The contract must be reviewed and renewed annually. The National
SCORE office WILL NOT reimburse third party clerical expenses for any provider
with a contract not renewed within a 12 month time period. The local provider cannot
be or include a SCORE volunteer. The local provider must be available to provide
clerical services to more than one customer.

Some chapters have in the past contracted directly with an independent contractor for
providing clerical services - one that is not affiliated with a third party. This process is
discouraged due to a number of reasons, including the increased liability on both the
SCORE chapter and SCORE Association. If the chapter pursues an independent clerical
administrative contract, QNLY THE SCORE VICE PRESIDENT OF FIELD
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altogether. Independent contractors are requlred to sign SCORE’s agreemem annually
(See Appendix for approved independent contract agreement),

Additionally, any independent contractor must complete a Form 1099. The independent
contractor reports to the chapter chair.

Postage, office supplies, office equipment, software, publications, furniture,
property and liability insurance, volunteer recognition and chapter rent. Chapters
should submit Form 14, Total Expense Reimbursement Form, to the National office. The
chapter chair or the chair’s designee and the district director must approve expenses
reimbursed to the chapter.

Advertising and marketing programs to enhance public knowledge and client
awareness of SCORE services and the recruitment of volunteers.

Workshop activities, including advertising, purchase of materials, equipment for
presentations and room rental costs.

Promotion of and cooperation in activities with other groups or agencies that
support small businesses, including dues or registration fees.

Travel expenses, including mileage, parking, taxis, per diem, airfare, hotel expenses
and miscellaneous expenses will be reimbursed to volunteers via a properly completed
and approved Form 14, Total Expense Reimbursement Form. Reimbursement is at the
discretion of the chapter when approved by the district director. Mileage will be paid at a
rate determined by the SCORE Board of Directors.

All expenses other than clerical must be submitted on Form 14, Total Expense Reimbursement
Form. Chapters may be reimbursed directly for expenses with a properly approved Form 14,
District directors must approve Form 14s paid directly to chapters and chapter chairs,

Notes on Funds

Comingling Funds Definition ~ Comingling occurs when monies that can be
considered unrestricted are deposited into an account with restricted money. Thus,
unrestricted monies are mixed together with restricted monies. Once monies are
mixed, they are all considered restricted.

* Restricted Funds -

«  All monies reimbursed from SCORE National, as well as locally generated
revenue from chapter operations (including chapter level revenues from
workshop programs), are considered to be federal funds and subject to
restrictions from SCORE’s federal grant.
¢ No monies can be used as donations to any other organization
s No monies are allowed to be invested
o No monies can be awarded or given in any other capacity to any

SCORE client.
¢ Unrestricted Funds -

* Private and corporate donations to SCORE can be considered unrestricted from
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the SCORE Association federal grant. To avoid comingling, these monies

must be either:

» tracked separately ~ accounting to include tracking of both restricted and
unrestricted funds in the account

OR

s be deposited and maintained in a separate local account.

Chapters also have the option to deposit unrestricted funds into the chapter’s account at the
SCORE Foundation. These funds then are not reportable on the Chapter’s Form 3 report.

s Chapters are responsible for the expenses of their branches. The chapter chair or
the chair’s designee must approve all expenses for branches, including those of
the volunteers.

»  All chapter funds, even unrestricted funds, belong to the SCORE Association. If the
chapter closes for any reason, all monies revert to the SCORE National office.

» Al items, including computer equipment, postage meters, telephones and supplies
purchased with chapter funds or appropriated funds are for official SCORE business.
This includes items donated in the name of SCORE.

« Each year, all chapters are required to submit Form 3, Chapter Annual Report. This
is a mandatory requirement for all chapters. Failure to complete and submit a Form 3
may result in the chapter being revoked. The Form 3 and instructions are available to
download on the Volunteer Center.

Sources of Income
Donations

Chapters are encouraged to solicit and accept donations of funds, property or services from
outside sources in order to assist them in their activities.

All SCORE chapters receive their federal tax-exempt status under the umbrella of the national
association. The entire SCORE organization is covered under a single tax identification
number 52-1067290. The association files a consolidated IRS Form 990 that includes all
chapters. Chapters are not required to file a separate Form 990, Return of Organization Exempt
from Income Tax, with the IRS.

Gifts to chapters with tax-exempt status are tax deductible for the donor. Form 15,
Acknowledgement of Receipt of Gift to SCORE, should be completed by the chapter and given
to the donor. Chapters must provide a copy of Form 15, Acknowledgment of Receipt of Gift to
SCORE, to all donors of $250 or more.

Chapters should notify the district director before initiating a general or broad solicitation of
funds from outside parties, and they should notify the SCORE Vice President of Field
Operations and district director before soliciting or accepting a gift of funds in excess of $10,000
from any one contributor in one year.
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Financial Practices and Procedures

Chapters should establish financial practices and procedures similar to those required for any
small business or non-profit organization. The following should be included in those procedures:

« The requirement for two signatures on any disbursement of $2,000 or more.
¢ Documentation authorizing each disbursement supporting that it was for a legitimate
chapter expense.
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Chapter 8: National and Chapter Achievement Awards

The SCORE Association has a national and chapter awards program that recognizes individual
volunteers and chapters that have made exceptional contributions to SCORE.

National Awards

Candidates from all SCORE chapters are considered for the following two awards.

The Platinum Leadership Award and Certificate

¢ This is the highest award that can be given by the association. The volunteer receiving it
must have demonstrated meritorious service and made a significant contribution to
SCORE. To be eligible for this award, a volunteer must have provided a minimum of
seven years of meritorious service and have served in a position of leadership during that
period.

The award is initiated by resolution of the chapter’s Executive Committee and must be:

s Accompanied by written documentation verifying that the eligibility requirements have
been met.

Accompanied by a completed Form 11, Application for Awards.

Approved by the district director.

Authorized by the SCORE CEO.

Issued by the National SCORE office.

. & &
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The Gold Member Award and Certificate

This is the highest award that can be given to a volunteer who has not held a position of
leadership with SCORE. To be eligible for this award, a volunteer must have provided a
minimum of seven years of distinguished service and made an exceptional contribution to the
chapter and the association through activities such as:

#  Workshop participation.
+ Administrative roles.
+ Community service and outreach programs.

The award is initiated by resolution of the chapter’s Executive Committee and must be:

e Accompanied by written documentation verifying that the eligibility requirements
have been met,

Accompanied by a completed Form 11, Application for Awards.

Approved by the district director.

Authorized by the SCORE CEO.

Issued by the National SCORE office.

Chapter Awards
These awards are given at the chapter level in recognition of exemplary volunteer service.
The Award of Meritorious Service

This award is given to volunteers who have consistently provided above-average service to the
chapter and are terminating their SCORE membership for any of the following reasons:

* Health, medical disability or death (The award may be issued posthumously).

+ Family illness where the volunteer leaves SCORE to attend to a family member (This
does not include those who seek a temporary leave of absence).

s Personal, such as pursuing other interests, family matters or other situations that prevent
the volunteer’s continuing commitment to SCORE.

This award is a local decision and is administered by the chapter and the district. The eligibility
requirements are as follows:

# A minimum of five years of service to the chapter.
*  An above-average contribution of services that may include mentoring, workshop
activities or administrative service.

The chapter initiates and issues the award with the district director’s approval. This award should
not be given to volunteers whose service has been less than satisfactory.
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Send a completed Form 11, Application for Awards, to the National office when requesting this
award.

The Distinguished Service Award

This award honors SCORE volunteers and paid or volunteer chapter support personnel who have
provided excellent service to their chapters in areas such as:

Workshops

Public relations
Computers

Marketing

Recruiting
Administrative support

. o & & o 0

This award is initiated by the chapter chair or chapter executive committee. A written request
should be sent to the National office. Include the name of the person and the specific wording for
the award. A Distinguished Service Award Certificate may be ordered from the National office
to be signed by the chapter chair or district director.

The Emeritus Membership Certificate

SCORE has established an emeritus membership status for volunteers to recognize their
meritorious service, contribution or accomplishment on behalf of the chapter. This is an honorary
membership position that allows volunteers to continue to associate with and serve SCORE in an
as-needed advisory capacity.

A volunteer may request emeritus status or the chapter chair or chapter executive committee may
initiate emeritus status for a volunteer. The chapter chair or executive committee must approve
applications for emeritus status. An emeritus member serves the chapter in a capacity defined by
the chapter chair or chapter Executive Committee. Emeritus members:

Will receive all chapter publications and meeting minutes,

May not hold chapter office.

May participate in all chapter activities on a non-voting basis.

May mentor in a teamn with another volunteer, or group of mentors, when approved by the
chapter chair or executive committee.

Must reaffirm commitment to the SCORE Code of Ethics and Conduct annually.

Will continue to receive SCORE Newsletters.

[ N A A
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An emeritus certificate may be ordered from the National office to be signed by the chapter
chair. It includes the signature of the SCORE CEO. Chapters are asked to identify emeritus
members by using an emeritus code option on the chapter roster.

Years of Service Awards
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Years of Service Awards and certificates are sent to chapters based on each volunteer’s years of
service with SCORE (5 through 30 years in 5-year increments) in the month of their anniversary.

A chapter officer may request years of service awards and certificates. All requests must be in
writing and include the recipient’s name. Submit the request (via fax, email or U.S. mail) to the
National SCORE office.

Honorary Membership

Honorary membership is extended to those who have provided ongoing support of SCORE’s
mission and significant contributions to SCORE. Honorary membership is intended for people
who are not SCORE volunteers, For example, an honorary member could be a member of
Congress, or someone who donates money, space or in-kind services that support the mission
and growth of SCORE).

A chapter officer may request honorary membership. All requests must be in writing and include
the recipient’s name and address. Submit the request (via fax, email or U.S. mail) to the National
SCORE office.

Other Awards

In addition to national and chapter awards, SCORE presents several special awards.

The Walter H, Channing Award of Excellence

This award is given to an organization or volunteer who has consistently provided outstanding
service to the SCORE Association. Nomination for the award shall be initiated by a chapter,
district director, board member or the SCORE CEO, presented to the Executive Committee of
the board for approval and approved by at least 75 percent of the board. It must be accompanied
by written documentation that the eligibility criteria have been met. The award will be issued by
the National SCORE office. The award does not have to be given each year.

The eligibility requirements for this award are:

¢ The recipient must have made a significant contribution to the progress, growth and
development of the SCORE Association.

e The activity or participation with SCORE exceeds expectation,

« The contribution has been continuous and long term.

The Eugene F. Rowan Memorial Award
This award honors volunteers who have significantly contributed to SCORE’s Congressional
Information Program. This award was established in memory of Eugene F. Rowan, former ,

SCORE director of legislative affairs.

The award is initiated and given by the SCORE CEOQ.
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The Alice Brown Award of Excellence

This award is given to chapters and/or districts which have consistently provided outstanding
service to the SCORE Association. Nomination for the award shall be initiated by a chapter,
district director, board member or the SCORE CEO, presented to the Executive Committee of
the board for approval and approved by at least 75 percent of the board. It must be accompanied
by written documentation that the eligibility criteria have been met. The award will be issued by
the SCORE Association Board of Directors.

The eligibility requirements for this award are:

« The recipient must have made a significant contribution to the progress, financial growth
and development of the SCORE Association.

o The activity or participation with SCORE exceeds expectation.

e The contributions have been continuous and long term.

Chapter Recognition Programs

The SCORE Association provides national recognition and awards to chapters meeting or
exceeding the established national criteria and to chapters that have developed successful
programs that benefit their community and/or the SCORE Association. All chapters are
encouraged to apply for these awards.

District Chapter of the Year Award

Chapters can be recognized annually by the district director when they achieve outstanding
performance. The criteria will be established in the goal setting process and performance
evaluated at the end of the fiscal year. Chapters will evaluate their performance against the
District Chapter of the Year criteria and submit their evaluation to their district director. All
submissions for the District Chapter of the Year Award must follow the criteria for the National
Chapter of the Year. Only the chapter selected as the District Chapter of the Year will be
considered for the National Chapter of the Year Award.

District directors should submit to the National office the name of the chapter to be recognized as
the District Chapter of the Year. All submissions for the District Chapter of the Year Award
must follow the criteria for the National Chapter of the Year. Only the chapter selected as the
District Chapter of the Year will be considered for the National Chapter of the Year Award.

Each district winner will receive a certificate and a plaque signed by the SCORE CEO. Each
winning chapter will also be honored in a SCORE publication/newsletter and on the SCORE
website. Also, winning chapters will receive templates for assistance with media coverage.

District directors should submit the name of the chapter selected in their district to the National
office by January 31.
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National Chapter of the Year (COTY) Award

The National Chapter of the Year is the highest annual recognition for chapters in SCORE.
Historically, chapters have been measured on key metrics like number of clients seen or number
of workshops held and the growth in these areas. More recently, these operational metrics are
considered in conjunction with how the chapter achieved success and the key cultural items that
created an environment for success. Cultural items like leadership, quality, innovation, and the
drive for client impact show how a chapter achieved results and show how a chapter is poised for
sustained performance into the future.

The benefits for Chapter Of The Year winners are significantly increased publicity, improved
client awareness, easier recruiting, and better volunteer and community engagement. Past
winners have used the momentum of the award and recognition to create sustained growth and
performance in their chapters. It is not just the winners that see benefits, past applicants have
noted that simply completing the process of application have made them more cognizant of their
culture, performance, and impact that has led to the betterment of the chapter.

Each year a committee of SCORE volunteers reviews all applications and selects a winner for
COTY. Please note that all applicant chapters, regardless of placement, will be recognized at the
annual National Leadership Conference and through the Chapter Spotlight program throughout
the next year.

Chapters applying for the National Chapter of the Year Award must submit the required
documentation no later than January 31 for the fiscal year ending the previous September 30,
The final selection of the winner will be made no later than March 31.

The application should include the chapter narratives and information outlined below as well as
any Goals Reports for the year and the most recent Form 16 SCORE On-Site Review Form.
Chapters must be in compliance with the Chapter Minimum Standards, including branding and
website guidelines.

The preferred method for submission of the application material is electronic submission.
Ideally, the electronic submission should be contained to one file including all narratives, reports,
and required scanned support documents. SCORE has created a simple submission process
where materials can be uploaded. The link is:

http/jotform.us/form/32934621830151

Applications may also be emailed to the VP of Field Operations or mailed to the SCORE office
in Herndon. Regardless of method of submission, all applications should be received by the
required dates.

National Chapter of the Year Award Application Criteria
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There is no formal application form to be completed. The chapter should submit a narrative of
activities related to the core values of the SCORE Association and the overall performance and
successes achieved. Your chapter should be able to demonstrate effective processes that assist in
fulfilling SCORE’s mission.

SCORE’s Mission:
To foster vibrant small business communities through mentoring and education.
SCORE Values, Beliefs, and the Way We Act:

Clients Matter - Our client success is our success
Small Business Matters

Giving Back Matters

Volunteers Matter

Experience Matters

Relationships Matter

Diversity Matter

Life Long Learning Matters

Culture (50 percent)

* Provide a narrative, not to exceed six (6) pages, detailing the chapter’s culture. Please
inclide any deseriptions of key processes-or initiatives that chapter employs-to continue
to build an enduring chapter culture tied to the core values. General topics to discuss
may include the chapter’s goals, processes, achievement, and successes in:

Building Awareness and Client Attraction

Client Focus & Ensuring Client Service Quality

Chapter Innovations

Continued Education Programs for volunteers

Volunteer Engagement Initiatives

Recruiting and Chapter Diversity

Contributions to the Community/Community Engagement

000606000

# Specific examples may include the chapter methods for the onboarding and orienting of
new volunteers, the processes to keep mentors relevant and up to date with current
business practices, or the systems designed to improve individual mentoring quality.

¢ Please include a discussion about your chapter’s process around improving Volunteer
Engagement and mentor recognition programs. Describe efforts to create a rewarding
environment for mentoring (both for the client and volunteer).

¢ Please share your processes for the use of data in chapter management, the metrics your
chapter uses, and the follow through your chapter has been able to achieve. Include the
chapter’s performance as it relates to its goals over the past three years.
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Merit Achievement (25 percent)

Provide a narrative, not to exceed three (3) pages, of significant achievements of the
chapter for the fiscal year that demonsirate the chapter’s merit for selection as National
Chapter of the Year.

Please include a discussion about the chapter’s performance in the key service channels
(Face to Face Mentoring, Face to Face Follow On, Email Mentoring, Email Follow On,
Local Workshops, and Local Workshop attendance) compared to the previous fiscal year.
Please describe sow the chapter was able to achieve results (i.e. what did the chapter do
to cause the effect shown in the results). Please also include the results of the key
functions of the chapter and the outputs measured (volunteers recruited, diversity
improvement, government relations, community involvement, partnerships developed,
sponsorships awarded

Please discuss the steps that the chapter has taken to operate more effectively and to
achieve results. You may include examples from improved financial management and
investment, service expansion and coverage, technology integration, chapter organization
and alignment, or any other key process that has allowed the chapter to be more effective
at delivering quality service to clients.

Discuss how ethical conduct is monitored beyond the annual signatory re-affirmation of
compliance with the Code of Ethics and Conduct.

OQutcomes and Successes (25 percent)

Provide a narrative, not to exceed three (3) pages, describing the chapter’s commitment
to delivering successful outcomes. In addition to a description of any processes to
engage clients and encourage follow-up sessions, please detail any measures or processes
the chapter uses to gauge client satisfaction.

One of the most critical examples of SCORE’s success lies with the successes our clients
achieve. Please detail and describe iow you chapter measures and reports any of the
outcomes and successes your chapter uses.

Please include up to five client success stories or testimonials (these may be attached in
addition to the three-page narrative).

The National Chapter of the Year (COTY) application should not include any additional material
beyond that stated above. Those applications which do not meet these criteria cannot be
considered.

Presentation of the National Chapter of the Year Award
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The National Chapter of the Year Award is presented to the representative of the winning
chapter at the annual SBA Small Business Week award presentations.

The winning chapter designates the person most responsible for the chapter’s success to receive
the award.

Chapter volunteers receive an appropriate gift as recognition of their contribution to the
achievements of the chapter.
Presentation of the National Chapter of the Year Award

The National Chapter of the Year Award is presented to the representative of the winning
chapter at the annual SBA Small Business Week award presentations.

The winning chapter designates the person most responsible for the chapter’s success to receive
the award.

Chapter volunteers receive an appropriate gift as recognition of their contribution to the
achievements of the chapter.
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Chapter 9: Ethics Violations, Volunteer Termination, Grievance Procedures

and Whistleblower Protections

When a SCORE volunteer, client or other person has a complaint concerning any SCORE
activity or service, there are specific procedures to follow in addressing and resolving the
grievance.

Alleged Ethics Violations

When a violation of the SCORE Code of Ethics and Conduct is alleged, every effort should be
made to resolve differences through informal discussions. Should that fail, the following
procedure should be used:

The chapter chair will notify the volunteer in writing of the alleged violation of the Code
of Ethics and Conduct and will ask the volunteer to respond in writing to the charge.
After an investigation of all facts and circumstances of the alleged noncompliance with
the code, and if the chapter chair and chapter Executive Committee concur that a
violation of the Code of Ethics and Conduct has taken place, the volunteer will be
notified in writing of their decision to terminate or suspend that person’s membership in
SCORE. The chapter roster will be modified accordingly and notification will be given to
the National office.

If the chapter chair and chapter Executive Committee conclude that there has been no
violation, they will notify the volunteer in writing, If a violation is found but does not
warrant removal or suspension, a written reprimand including the reasons for such action
will be sent to the volunteer.

The volunteer may make a written request for review by the district director of any
decision adverse to the volunteer, including all pertinent information concerning the
alleged violation. The district director may conclude that there was no violation or that
the corrective action taken was too severe. If so, the district director will notify the
chapter chair of that conclusion in writing, including the reasons for it, and he or she will
direct the chapter chair to amend the action taken. The district director may also affirm
the action. In either case, the volunteer will be notified in writing of the decision and its
basis.

If the chapter chair or chapter Executive Committee is unable to resolve the violation,
and if the district director is unable to resolve the violation, the district director will
prepare a report and forward it, together with all written documentation, to the SCORE
VP of Field Operations with a request for intervention.
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» If the chapter chair or a member of the Executive Committee is the volunteer involved in
the alleged violation, the district director will be substituted for the chapter chair in the
proceedings.

When a district director has sufficient information to believe that a chapter volunteer or officer
has acted or plans to act in a manner that violates SCORE rules or its Code of Ethics and
Conduct and feels that immediate action is needed, the district director will notify the volunteer
or officer in writing of his or her suspension from membership or office, with these conditions:

o The district director shall provide for continued leadership of the chapter during any
suspension of the chapter chair.

Process for removing volunteers not in violation of the Code of Ethics

Membership in SCORE is a privilege. As such, membership can be revoked at any time, including
volunteers that have not broken the Code of Ethics and Conduct, There are a number of reasons a
volunteer may be removed from SCORE. These reasons include, but are not limited to:

« Consistently poor attitude.

« Consistently poor client service quality.

+ Conduct detrimental to SCORE chapter and/or national score association,

« Lack of continued skills improvement

« Unwillingness or inability to adopt necessary changes in operations and service.

Inactivity or lack of engagement/value provided to SCORE and SCORE’s
clients

There are two processes for removing volunteers.

1) Probation — used for volunteers where behaviors are deemed to be correctable. This process
is designed to be kept internal to the chapter. Volunteers have the opportunity to be
reinstated by chapter leadership.

2) Direct removal — used for volunteers where behaviors are deemed to be non-correctable, for
repeat offenders, or for volunteers previously placed on probation. This process requires that
any additional actions regarding the volunteer in question are taken up by the District
Director or SCORE National VP of Field Operations.

Probation:

The chapter chair, with approval of a majority vote of the chapter’s Executive Committee, may place
any volunteer on probationary status. Any member placed on probation shall be given a written and

verbal report noting the deficiencies as well as the desired corrective actions. The volunteer shall be

given 60 days to correct the deficiencies and meet the desired status defined.

¢ Ifthe volunteer corrects deficiencies, probationary status shall be removed immediately. The
volunteer will retain full membership.
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¢ If the volunteer does not correct the deficiencies, the chapter chair and executive committee
shall meet and vote on removing the volunteer. A majority vote to remove the volunteer is
required from the executive committee.

Direct Removal:

The chapter chair or district director may remove any volunteer. The chapter chair or district director
shall remove the volunteer by communicating the decision directly to the volunteer (in person or via
telephone) and documenting the decision in writing (email is acceptable) within 7 days. Immediate
removal should be reserved for volunteers with either (1) a history of behaviors detrimental to
SCORE and/or our clients, especially when those actions impact multiple chapters or districts, or (2)
a single egregious action warranting the volunteer’s removal.

o The circumstances of a volunteer’s removal are often unique. All information should be
considered in this decision, including the volunteer’s history, communications from/to the
volunteer, past conversations, past warnings about actions/behavior (whether documented in
writing or not), and overall effect on the culture and operations of SCORE locally and
nationally.

All probation or removal procedures notices shall be copied directly to the appropriate district
director, regional vice president, and to the SCORE Vice President of Field Operations within 48
hours of the decision. The chapter must make all needed corrections to the chapter roster in the
SCORE CRM and any local SCORE affiliated email domain. Any volunteer placed on probation or
removed from SCORE may appeal via the process defined in ‘Grievances and Appeals Processes’.

Grievances and Appeals Processes

When a SCORE volunteer, client or other person has any grievance, including appeals of local
chapter decisions, the following procedure will be used:

* A written statement clearly stating the details of the grievance and the desired outcome will be sent
to the chapter chair.

« If the chapter chair, chapter Executive Committee or district director is unable to resolve the
grievance, the district director will prepare a report and forward it with all written documentation to
the SCORE Vice President of Field Operations with a request for the SCORE Vice President of Field
Operations’ intervention.

* The decision by the SCORE Vice President of Field Operations shall be final and communicated in
writing to all parties.

The records of both the ethics violation and the grievance procedures shall be retained at the National
SCORE office for five years.

Criminal Whistle-Blower Code of Conduct Policy

The Sarbanes-Oxley Act which was signed into law on July 30, 2002, was designed to add new
governance standards for the corporate sector to rebuild public trust in publicly held companies.
While the majority of this act deals directly with for profit organizations, two standards in the act,
document destruction and whistle-blower protection, cover non-profit organizations.
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In keeping with the policy of maintaining the highest standards of conduct and ethics SCORE and
the SCORE Foundation {(SCORE or SCORE’s) will investigate any suspected fraudulent or dishonest
use or misuse of SCORE’s resources or property by staff, board members, consultants or volunteers.

SCORE is committed to maintaining the highest standards of conduct and ethical behavior and
promotes a working environment that values respect, fairness and integrity. All staff, board
members and volunteers shall act with honesty, integrity and openness in all their dealings as
representatives for the organization, Failure to follow these standards will result in disciplinary
action including possible termination of employment, dismissal from one’s board or volunteer
duties and possible civil or criminal prosecution if warranted.

Staff, board members, consultants and volunteers are encouraged to report suspected fraudulent
or dishonest conduct {i.e. to act as “whistle-blower”), pursuant to the procedures set forth below.

Reporting

A person’s concerns about possible fraudulent or dishonest use or misuse of resources or property
should be reported to the Secretary of the SCORE Board of Directors. If for any reason a person
finds it difficult to report his or her concerns to the Secretary of the Board the person may report
the concerns directly to the Chair of the Board. Alternately, to facilitate reporting of suspected
violations where the reporter wishes to remain anonymous, a written statement may be submitted
to one of the individuals listed above.

Definitions

Baseless Allegations: Allegations made with reckless disregard for their truth or falsity. People
making such allegations may be subject to disciplinary action by SCORE , and/or legal claims by
individuals accused of such conduct.

Fraudulent or Dishonest Conduct: A deliberate act or failure to act with the intention of obtaining

an unauthorized benefit. Examples of such conduct include, but are not limited to:
» forgery or aiteration of documents;
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« unauthorized alteration or manipulation of computer files;

« fraudulent financial reporting;

« pursuit of a benefit or advantage in violation of SCORE’s Conflict of Interest Policy;

« misappropriation or misuse of SCORE’s resources, such as funds, supplies, or other assets;

« authorizing or receiving compensation for goods not received or services not performed; and
» authorizing or receiving compensation for hours not worked

Whistle-Blower: An employee, consultant or volunteer who informs the Secretary or the Chair of
the Board about an activity relating to SCORE which that person believes to be fraudulent or
dishonest.

Rights and Responsibilities

Reasonable care should be taken in dealing with suspected misconduct to avoid:

» baseless ailegations;

+ premature notice to persons suspected of misconduct and/or disclosure of suspected misconduct
to others not involved with the investigation; and

» violations of a person’s rights under law

Due to the important yet sensitive nature of the suspected viclations, effective professional follow-
up is critical. Supervisors, while appropriately concerned about “getting to the bottom” of such
issues, should not in any circumstances perform any investigative or other follow up steps on their
own. Accordingly, a reporting person who becomes aware of suspected misconduct:

« should not contact the person suspected to further investigate the matter or demand restitution.
« should not discuss the case with attorneys, the media or anyone other than the Secretary or the
Chair of the Board.

« should not report the case to an authorized law enforcement officer without first discussing the
case with the Secretary or the Chair of the Board.

Investigation

All relevant matters, including suspected but unproved matters, will be reviewed and analyzed, with
documentation of the receipt, retention, investigation and treatment of the complaint. Appropriate
corrective action will be taken, if necessary, and findings will be communicated back to the
reporting person. investigations may warrant investigation by an independent person such as
auditors and/or attorneys.
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Whistle-Blower Protection

SCORE will protect whistle-blowers as defined below.

» SCORE will use its best efforts to protect whistle-blowers against retaliation. Whistle-blowing
complaints will be handled with sensitivity, discretion and confidentiality to the extent allowed by
the circumstances and the law. Generally this means that whistle-blower complaints will only be
shared with those who have a need to know so that SCORE can conduct an effective investigation,
determine what action to take based on the resuits of any such investigation, and in appropriate
cases, with law enforcement personnel. (Should disciplinary or legal action be taken against a
person or persons as a result of a whistle-blower complaint, such persons may also have the right to
know the identity of the whistle-blower.)

« Employees, consultants and volunteers of SCORE may not retaliate against a whistle-blower for
informing management about an activity which that person believes to be fraudulent or dishonest
with the intent or effect of adversely affecting the terms or conditions of the whistle-blower’s
employment, including but not limited to, threats of physical harm, loss of job, punitive work
assignments, or impact on salary or fees. Whistle-blowers who believe that they have been
retaliated against may file a written complaint with the Secretary or the Chair of the Board. Any
complaint of retaliation will be promptly investigated and appropriate corrective measures taken if
allegations of retaliation are substantiated. This protection from retaliation is not intended to
prohibit supervisors from taking action, including disciplinary action, in the usual scope of their
duties and based on valid performance-related factors.

» Whistle-blowers must be cautious to avoid baseless allegations (as described earlier in the
definitions section of this policy).
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Chapter 10: Chapter Formation and Termination

The chapter is recognized as the most fundamental unit of SCORE because a chapter operates in
a manner to meet the needs of SCORE clients in each local community. The formation of a
chapter is serious undertaking and should be considered when SCORE has a proven history of
providing sustainable quality service in an area that is currently covered by a distant chapter.

Applying for a New Chapter

To apply for a chapter charter, the Form 24, Membership Agreement, must be signed by an
authorized representative of the applicant, endorsed by the district director and sent to the
SCORE Vice President of Field Operations. The agreement must be accompanied by additional
data supporting a conclusion that the proposed chapter is viable. All new chapters must be in
compliance with the Chapter Minimum Standards prior to the approval of the chapter charter.

The application must be approved by the SCORE Vice President of Field Operations and the
secretary of the SCORE Board of Directors. Once the application is approved:

e The SCORE Vice President of Field Operations will notify the district director.
Officers will be elected, and essential committees will be formed.

s Operational guidelines will be prepared and made ready for approval. These chapter
operational guidelines can supplement the SOM but must not void nor conflict with any
SOM requirement.

« When all operational and startup details are finalized, the secretary of the SCORE Board
of Directors will issue a charter and a chapter number,

* The new chapter chair or his or her designee must attend the annual National Leadership
Conference.

If the application is not approved:

® The applicant will be notified in writing, with reasons given and suggestions as to how
the deficiencies may be overcome.

* The group will be given the option of becoming a branch of an existing chapter, with the
concurrence of that chapter and district. The district director will notify the National
SCORE office of this branch decision.

Chapter Identification

In addition to its chapter number, a chapter will identify itself by a name that represents its
community or the geographic area it services. NOTE: A chapter name may not refer to a person
or organization, except SCORE.

Chapter Criteria
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All SCORE chapters must meet the following criteria in accordance with the Chapter Minimum
Standards (SCORE Form 16) in order to remain a unit member of the SCORE Association. All
chapters must:

Have up-to-date written operational guidelines.

Submit operational data in the SCORE CRM upon inception.

Update and maintain the SCORE chapter website provided on www.score.org within 30

days of receiving the chapter charter. No new chapters should have any independent

website outside of score.org.

Use only the current official SCORE brand and logos in all chapter publications (for

example: business cards, letterhead, brochures, etc.).

Maintain and implement a written business plan that is reviewed and updated annually

with the chapter membership before its submission to the district director, and per

Minimum Standards includes:

s Maintain and implement a chapter operations plan, including branch activities and
budgets.

¢ Maintain and implement a marketing plan.

» Maintain and implement a fundraising plan that includes ongoing fundraising efforts
to ensure that a goal of 6 months of operating expenses are maintained.

s Maintain and implement a recruitment plan that:

o Inventories the mix of current chapter volunteer’s backgrounds and skills.

s Targets recruitment efforts to fill the gaps and anticipated needs to ensure the
chapter can meet the service requests of its clients and the business
community they serve.

e Attracts and recruits talented volunteers representing the gender, races and
ethnicities served by the chapter and to reflect the community.

¢ Contains a leadership succession plan with sufficient lead time to provide
ample training for prospective chapter officers and committee chairs.

* Contains an outreach plan that encompasses geographic areas and those
segments of the business community currently not adequately served.

*  Assures all new volunteers successfully complete the online SCORE
orientation program.

Maintain and implement a written community engagement and outreach plan that
encompasses geographic areas and those segments of the business community currently
not adequately served.

Assure all new volunteers successfully complete chapter and district orientation to ensure
a professional and complete introduction to SCORE. The orientation must contain
information on the different roles of chapter and district as they relate to the volunteer,
including a review of the chapter guidelines and operations. The new volunteers must be
assigned a mentor for their provisional period.

Conduct ongoing volunteer training to improve mentoring techniques and ensure
currency of mentoring skills, including available resources and SBA programs.

Undergo a SCORE onsite review annually (Form 16).

If possible, have a minimum of 15 active volunteers with the skills, experience and
willingness to devote the time to mentoring and to chapter administration and who are
able to comply with all the requirements of the organization.
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Termination of a Chapter for Cause

The membership of a chapter shall continue until its charter is terminated either for cause or at
the request of the chapter or district director, Grounds for termination include the persistent
failure to meet SCORE Minimum Standards, or to meet the needs of the community or market
area by:

Not recruiting volunteers to maintain a sustainable chapter.

Not removing inadequate or nonproductive volunteers.

Not effectively serving the small business community.

A combination of the above or other deficiencies in operations that are unwarranted by

circumstances.

s Failing to conduct chapter operations in material and substantial accord with the SOM,
including the consistent failure to provide the information about chapter activities needed
for SCORE's CRM.

« Failing to conduct affairs in accordance with the SCORE Code of Ethics and Conduct.

+ Demonstrating inadequate self-management capability.

s Identifying that the potential market for a chapter is inadequate to sustain a full-scale
chapter.

e Lack of temporary or elected leadership. In this case, the district director may elect to

take one of the following course of action:

« Temporarily function as the chapter chair until a new chapter chair is elected or
recruited.
Assign the temporary position of chapter chair to an assistant district director.
Assign the chapter to another district chapter as a branch until such time as an
acceptable chapter chair can be identified and elected.

e Terminate the chapter.

Either the SCORE Vice President of Field Operations or district director responsible for
overseeing a chapter’s operations may initiate action to terminate the chapter when it is
concluded, after and despite communications via in person, writing, fax or telephone and other
reasonable efforts with the chapter to assist the chapter in meeting the necessary requirements,
that one or more grounds for termination apply. Under such circumstances, the district director
will:

s Send a written notice to the chapter that states the relevant facts and circumstances
regarding the grounds for termination (a copy of this notice will also be sent to the
SCORE Vice President of Field Operations).

» Provide the chapter an opportunity to respond in writing, or at a meeting, within 30 days.

e If the chapter’s response provides resolutions for the deficiencies, the district director,
with the concurrence of the SCORE Vice President of Field Operations, will suspend the
proposed termination of the chapter.

» If the chapter does not provide an adequate response, the district director will send a
written notice to the SCORE Vice President of Field Operations setting forth the reasons
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for the proposed termination and revocation of the chapter charter, and requesting their
approval.

s Subject to the approval of the SCORE CEQ forward the matter to the secretary of the
Board of Directors. The notice shall designate the proposed disposition of chapter funds,
records and property and other relevant matters.

« Send a copy of the termination notice to the SCORE District Director, Vice President of
Field Operations, the secretary of the SCORE Board of Directors, the National SCORE
office and appropriate SBA officials.

s Following approval by the Board of Directors, provide written notice of it to the chapter
and, if appropriate, establish a termination date.

& Arrange for chapter volunteers who wish and are eligible to continue with SCORE
activities to form or join another chapter or to become volunteers of a branch group under
the direction of another chapter. Volunteers who elect not to join another chapter or
branch shall be removed from the roster.

Voluntary Chapter Termination
A chapter may seek voluntary termination and surrender its charter.

s If a chapter self terminates, the chapter chair shall send a written notice of the action to
the district director and SCORE Vice President of Field Operations.

o The district director shall arrange for disposition of the chapter’s funds, records and
property.

o The district director shall also handle the placing of chapter volunteers elsewhere or
possible branch status and other relevant matters.

Disposition of Chapter Assets Following Termination

A chapter that is being terminated (voluntarily or otherwise) may own or have a proprietary
interest in monetary funds or property, such as equipment, furnishings, publications, leases or
supplies that were obtained in the course of SCORE activities. If so, the district director is
authorized and must take the following appropriate and effective measures on a timely basis:

*  Secure, control and dispose of the chapter’s records, monies and property for continued
SCORE uses.

« Ensure assets belonging to the SBA or purchased with appropriated funds are subject to
final SBA control.

¢ Chapter officers and volunteers shall assist in the disposition process.

«  When a branch office is closed, similar action is to be taken by the chapter and/or the
district director.

Chapter Reinstatement

Reinstatement of a chapter charter may be considered upon a formal application that follows the
same procedures required to form a new chapter. Note: The charter of the newly reactivated
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chapter may use the former chapter’s number and/or name if still available, but will show a new
formation date

Chapter Branches

A SCORE chapter may wish to extend the area it can serve by establishing a separate location or
branch capable of providing most of the services of a regular SCORE chapter. These may
include the ability to:

¢ Provide mentoring on a regular, scheduled basis.
s Schedule mentoring sessions.
* Conduct workshops.

In addition to the above requirements, the following criteria apply to chapter branches:

o The results of any and all branch activities shall be transmitted to the SCORE chapter
location for inclusion in the chapter’s records and reports,

o The branch will have a designated volunteer manager who is responsible for coordinating
branch activities and reporting.

» The chapter may establish other criteria in addition to those listed, including attendance
requirements at chapter meetings as well as the branch manager’s participation in chapter
committees.

s Branches are urged to develop partnerships or affiliations with local economic
development organizations, including chambers of commerce, SBDC, Women’s Business
Centers and city, county or state sponsored organizations.

» If a branch requests to become a chapter, it shall meet all the criteria necessary for the
establishment of a SCORE chapter.

s Branches may not have bank accounts. All income and expenses of the branch will be
handled by the chapter. All branch income and expenses must be reported by the chapter
on the chapter’s Form 3, Chapter Annual Report.
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Chapter 11: Relations with the SBA & Statutory, Legal and Insurance Issues

SCORE works cooperatively with the SBA and its other resource partners (the SBDC and WBC
organizations). SCORE may also work closely with other governmental and private agencies to
foster and promote small business. Consequently, it is important to be aware of the following:

¢ The SBA has the authority to coordinate its resources, including SCORE, in order to
leverage its effectiveness.

¢ SCORE volunteers maintain close cooperation with the SBA within practical
considerations of location, budget and travel.

» Chapters and district directors have direct relations with their SBA field office
counterparts who are responsible for communication and/or support for SCORE
operations within their jurisdictions.

¢ When SBA asks a chapter to enter into written agreement or a Memorandum of
Understanding (MOU), the chapter should consult with the SCORE CEO about the
purpose and contents of the document.

e Each MOU has legal consequences for all parties.

¢ All such documents and MOUs shall be approved by the SCORE CEO and, if deemed
advisable, legal counsel or the board of directors. Once the MOU is approved, a copy
goes to the district director.

Communicating with the SBA
The National SCORE office keeps the SBA headquarters office informed of all association
matters and issues of national importance. It is also important that SBA district officials are kept
informed of local SCORE activities. As a matter of courtesy, the SBA district office should be
sent copies of all chapter newsletters as well as other appropriate communications.
In addition, the district director should:
¢ Serve as a conduit and facilitator for information between the SBA district office and the
SCORE chapters in the district with the exception of operating data electronically
transmitted by chapters to the National SCORE office.
Civil Rights Compliance Audits
The chapter should coordinate with the U.S. Small Business Administration (SBA) Civil Rights

Compliance (CRC) Division works to ensure compliance with nondiscrimination regulations by
SBA recipients of federal financial assistance.

Statutory, Legal and Insurance Issues
SCORE volunteers have special responsibilities, rights and privileges that originate from:

* The statutory laws and rules under which the SCORE volunteer program is established
and conducted.
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s The operational rules established by SCORE.

Each chapter is obliged to inform its volunteers of these rights and responsibilities, and each
volunteer should be aware of them. Further, all available legal protections are afforded SCORE
volunteers while conducting official SCORE business. Protections do not extend to non-SCORE
activities.

Federal Statutes That Apply to SCORE

SCORE operates under the aegis of the U.S. Small Business Administration (SBA). The SBA
performs functions authorized by federally enacted laws.

o The federal laws that apply to SCORE are found in Chapter 14A of Title 15 of the United
States Code (Small Business Act Section 8(b)). The provisions of that Act require the
SBA to provide technical, managerial and informational aids to small business concerns.
Section 637(b) of the Act authorizes the SBA to financially support SCORE and other
volunteer programs assisting the SBA in the performance of its duties under the Act. This
coverage does not extend to contractors or 3™ parties.

« The Small Business Act allows the SBA to reimburse SCORE volunteers for all
necessary out-of-pocket expenses incident to their SCORE services, as approved by the
chapter, district and national levels.

e Title 42 United States Code, Section 15401 also offers volunteers in nonprofit
organizations, such as SCORE, immunity from Hability from acts of negligence, provided
the volunteer is acting within the scope of his/her duties and harm was not caused by
willful or criminal misconduct, gross negligence, reckless misconduct or while operating
a vehicle. This coverage does not extend to contractors or 3" parties.

In addition, the law contains other provisions and benefits for SCORE volunteers. They include:
» The personal protections that federal employees have under the Federal Tort Claims Act

(FTCA) if SCORE volunteers are accused of negligent or wrongful acts while engaged in
SCORE activities and thereby become liable for damages to the claimant.
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The benefits federal employees have for compensation under the Federal Employees
Compensation Act (FECA) should a volunteer be injured or killed while engaged in
SCORE work. (See Work Injuries below for more information.)

Counsel, counsel fees, court costs, bail and other expenses incidental to defending
SCORE volunteers as parties in judicial or administrative proceedings that arise directly
from their performance of SCORE activities.

Declaring that reimbursement to SCORE volunteers for expenses incurred in their
provision of SCORE services is not compensation or wages for tax or other purposes.

Civil Claims and Lawsuits

Under current law, except for certain generally stated situations, SCORE volunteers are protected
under the Federal Tort Claims Act (FTCA) and are not subject to civil claims or lawsuits
connected with SCORE activities and will not be held liable for paying monetary damages, even
if they committed the torts. The U.S. government will take over and defend the action and make
payments, unless:

The volunteer is found to have committed the tort while acting outside the scope of
SCORE activities. The Act does not cover SCORE volunteers for libel, slander, assault,
battery or any discrimination claims. Generally speaking, if the wrong is committed with
malice or intent to injure, or if the act is done with such gross negligence as to be willful,
the volunteer may be found not to be working for SCORE. The U.S. government believes
its employees should have personal responsibility in those instances. SCORE agrees that
the same principle should apply to SCORE volunteers.

The volunteer is found to be responsible for a “constitutional” tort. A constitutional tort is
a wrong committed in violation of one or more of the fundamental rights found in the
U.S. Constitution, that is, unlawful search of a home or person, cruel and unusual
punishment or deprivation of the right to liberty or due process. It is unlikely such a tort
would be committed by a volunteer in the course of SCORE work.

The volunteer acted contrary to a specific statute that (regardless of the FTCA) allows
federal employees to be personally liable for the tort. There are currently no specific
statutes applicable to SCORE volunteers under this exception.

If there is an incident that might create the basis for a claim against or involving a SCORE
volunteer, or notice of a claim is made or threatened, the chapter chair, district director and
SCORE Vice President of Field Operations shall be promptly notified.

60



292

Government Shutdowns

During a government shutdown, under NO circumstances can any SCORE activities be
conducted in a federal building. This includes mentoring, workshops and reporting. However,
volunteers are free to conduct mentoring sessions, workshops, and any other SCORE-related
activities outside of federal buildings.

SCORE volunteers will continue to have full coverage of liability protections. These benefits
include coverage by the Federal Tort Claims Act and the Federal Employees Compensation Act
and reimbursement by the SCORE Association office from appropriated funds for out-of-pocket
expenses or clerical support.

Work Injuries

Work injuries for SCORE volunteers are covered. The law states that volunteers who are
physically injured or killed while performing SCORE activities shall be entitled to “the same
death or disability” benefits that federal employees are entitled to under the Federal Employees
Compensation Act. This coverage extends to accidents while traveling on official SCORE
business.

» Accident reports and claim forms are submitted to and handled by the SBA and
transmitted by the SBA to the U.S. Department of Labor for processing and decision.

»  If there is any question about whether a volunteer is entitled to make such a claim, the
National SCORE office is available for assistance.

Tax Benefits to Volunteers

Tax benefits accrue to SCORE volunteers. A volunteer may deduct, as a charitable contribution,
the reasonable, ordinary and necessary out-of-pocket expenses incident to SCORE services to the
extent they exceed the amount of any reimbursement.

NOTE: 1t is the volunteer’s responsibility to maintain adequate records that establish the amount,
nature and purpose of each expenditure for which reimbursement is sought or for which the tax
deduction is claimed. Consult with a tax advisor for advice.

SCORE’s Tax-Exempt Status

SCORE is a non-profit corporation organized in the District of Columbia for charitable and
educational purposes and has received income tax-exempt status from the U.S. Internal Revenue
Service and from the District of Columbia. Accordingly:

¢ Donations made to SCORE are not taxable as income to SCORE, and donors may declare
them as income tax deductions made to a charitable organization.

» Al gifts, in cash or in kind (that is, services or property), shall be used solely to foster
and promote SCORE operations.

61



293

o In-kind gifts may, for example, include office equipment, donated space, advertising,
printing and publications.

»  Each chapter shall permanently keep the document that designates SCORE’s tax-exempt
status in its office files. SCORE chapters are not independent legal entities nor should
any SCORE chapter have its own federal tax-exempt status.

e The SCORE Association annually files a consolidated IRS Form 990 to include all of
SCORE, All SCORE chapters must report financial information of the chapter to the
National office on Form 3, Chapter Annual Report, within the deadlines, in order to
remain in good standing with the SCORE Association and the IRS.

s The SCORE Foundation, a 501(c) (3) nonprofit organization and public charity, was
established to raise funds to support SCORE in its outreach and for the financial
assistance of the SCORE Association for both now and in the future. The Foundation
seeks funds through individual donors, corporations and foundations. Donations that are
made to the SCORE Foundation are not taxable to the Foundation and are tax deductible
to the donor.

Reporting Income

All income regardless of the source must be reported annually on Form 3, Chapter Annual
Report, including, but not limited to the following:

Bank interest.

Donor gifts.

Dues and volunteer contributions.
Reimbursement of clerical expenses.
Sales of publications.

Workshop fees.

. & @ o & 8

All these should be included as gross income for a chapter when completing Form 3, Chapter
Annual Report.

State and Local Taxes

To avoid paying state or local sales, income or excise taxes, including room taxes, chapters may
wishto seek state-income tax and salestax exemptions. Obtaining such-exemptions is the
responsibility-of the chapter. Please be aware that not all states grant tax exemption to SCORE
chapters.

Tax Exemption and Employer Identification Numbers

In 1976, the national organization of SCORE was granted federal tax-exempt status from the
Internal Revenue Service (JRS) under section 501(c) (3) of the Internal Revenue Code. The
National SCORE office files an IRS 990 annually on behalf of the entire organization under the
Employer Identification Number (EIN) 52-1067290. Chapters are all covered under this same
EIN and do not have individual status as an independent entity with the IRS.
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Chapters need this EIN when opening a bank account or securing donations. This is the same
EIN on the IRS determination letter.

Loss of or Damage to Personal Property

Volunteers who incur a loss of or damage to their personal property when they are directly
engaged in an official SCORE activity may submit a claim to SCORE for reimbursement of
these out-of-pocket expenses, subject to the following conditions, limitations and procedures:

s “Out-of-pocket” means an expense that is not otherwise reimbursable from some other
source of payment to which the volunteer may be entitled, including insurance.

o The incident occurred without any lack of due care on the part of the volunteer.

» The incident that caused the damage or loss occurred at a time when the volunteer was
directly engaged in an official SCORE activity, not when the volunteer was on a personal
detour of his or her own during the SCORE activity.

e The maximum claim payable is $250. All claims will be charged to the chapter or district
budget.

e The district director must approve all claims.

¢ The details documenting the claim must be submitted in writing to the National SCORE
office for review and approval within 60 days of the occurrence of the incident.

Landlord Insurance Issues

SCORE chapters and branches often meet and conduct mentoring sessions or workshops at
locations owned by churches, chambers of commerce, libraries or other organizations. The
landlords or owners of these properties frequently have questions about their own liability if a
claim should arise against the SCORE group using their premises. The following points offer
some answers: )

» SCORE chapters or volunteers cannot agree to hold the landlord harmless, but if a suit is
brought against the landlord as a result of a client or attendee’s injury, and SCORE is
truly responsible for that injury, SCORE would want the landlord to be protected.

¢ The best way to ensure such protection is through liability insurance, which any landlord
would almost certainly have. To further guarantee a landlord’s protection against claims
by injured parties, SCORE can ask the landlord to add the chapter name to the landlord’s
insurance policy.

& The chapter will pay any increased premium necessary to add SCORE’s name to the
landlord’s insurance policy, but that premium should be low, since the physical area used
by SCORE is likely to be guite small compared to the total area owned and used by the
landlord.

o Chapters can also purchase liability insurance themselves, If a chapter is residing daily in
a location requiring liability insurance, this may be necessary. This is a legitimate chapter
expense and can be reimbursed against the chapter budget. This is recommended.

All volunteers are encouraged to contact the SCORE Vice President of Field Operations
whenever they feel an opinion is warranted on any legal issue they may encounter.
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Chapter 12: Job Descriptions for the Chief Executive Officer, Vice President
of Field Operations, Regional Vice President, District Director, Assistant
District Director and Chapter Chair

The SCORE Association is a not-for-profit organization composed of active and retired
volunteers who provide free small business mentoring, professional guidance and information
through a national network of chapters, strategic private and public sector alliances and a
partnership with the U.S. Small Business Administration (SBA).

The organization provides the following services:

e Face-to-face, online and telephone small business mentoring at the chapter level.

» Online mentoring through the network of volunteers, accessed through the SCORE
website.

« Business information through a series of workshops conducted at the chapter level.

o Knowledge of the wide variety of small business assistance and loan programs offered by
the SBA.

Chief Executive Officer

The chief executive officer (CEO) is responsible for the leadership and management of the
SCORE Association.

The CEO reports to and works in partnership with the board of directors and is responsible for
preparing and directing execution of an approved business plan for the association consistent
with the strategic goals and objectives established by the board.

The CEO is responsible for the development, oversight and maintenance of key SCORE
partnerships and relationships. These partnerships and relationships include funding partners
such as the SBA, corporate funding partners as well as media and communication and other
SCORE partners.

Required Qualifications and Experience
A CEO must have the following qualifications and experience:

s Experience in leading an organization, supervising staff and working with a board of
directors.

» Technology expertise and capabilities.

* College degree and extensive experience in not-for-profit organizations.

»  Working knowledge of not-for-profit fiscal management, including fund accounting and
budgeting.

s Demonstrated ability in public speaking, written and oral communications and
interpersonal relations.

s Experience in fundraising.
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Responsibilities

The CEO must:

. & & o ®

Deliver results consistent with SCORE’s goals and objectives.

Oversee all programs, services and activities to ensure the program objectives are met.
Develop programs to support association volunteers with needed resources for the
delivery of mentoring, educational and advisory services.

Coordinate the provision of resources to support chapter administration, membership
development, marketing and public relations.

Conduct personnel searches and appoint staff.

Help the board chair plan the agenda and develop background materials for meetings of
the board of directors,

Facilitate a regular strategic planning process.

Prepare an annual business plan and budget to be approved by the board.

Work closely with the board and staff to raise funds from outside sources.

Serve as chief liaison with other community organizations and key constituent groups.
Maintain effective working relationships with our primary sponsor, the U.S. Small
Business Administration, including:

*  SCORE program management staff.

= SBA professional support functions (fiscal, legal, technical, etc.).

®  SBA regional and field management.

Vice President of Field Operations

The vice president of field operations reports directly to the CEO and manages the day-to-day
operations of the SCORE Association according to the approved SCORE Business Plan and the
SCORE Operating Manual. He or she assists the CEO in developing, implementing and
monitoring all plans, goals and objectives of the SCORE Association.

Required Qualifications and Experience

A VP must have the following qualifications and experience:

Experience in leading an organization, supervising staff and working with a board of
directors.

Technology expertise and capabilities.

College degree and extensive experience in not-for-profit organizations.

Working knowledge of not-for-profit fiscal management, including fund accounting and
budgeting.

Demonstrated ability in public speaking, written and oral communications and
interpersonal relations.

Responsibilities
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Manage and oversee the performance of the National SCORE office staff

Manage and oversee the districts and chapters.

Deliver results consistent with SCORE's goals and objectives.

Oversee all programs, services and activities to ensure the program objectives are met.
Develop programs to support association volunteers with needed resources for the
delivery of mentoring, educational and advisory services.

Coordinate the provision of resources to support chapter administration, membership
development, marketing and public relations.

Appoint, support and coordinate the activities of national leadership.

Identify, recommend and implement new services and means of service delivery.
Monitor the quality of service delivery.

Develop and monitor office and personnel policies.

Conduct personnel searches.

Assist in the development of SCORE's annual business plan and budget.

Approve expenditures for volunteers and staff.

Support the CEO in maintaining effective working relationships with the U.S, Small
Business Administration.

Provides support and other duties as assigned by the SCORE CEO.

Regional Vice President

The Regional Vice President (RVP) is a volunteer management position, appointed by and
reporting to the SCORE Vice President of Field Operations. The RVP is responsible for the
management and performance of the region, included districts, and chapters consistent with the
SOM and in compliance with the minimum standards.

Responsibilities

Manage and administer the policies, programs and procedures authorized by the SCORE
Association Board of Directors and the SCORE Vice President of Field Operations.
Implement the strategies embodied in the SCORE Strategic Plan and SCORE tactical plan.
Work on strategies to realize the growth of SCORE within the region. The growth of
SCORE encompasses multiple metrics including output, quality and outcomes.

Assist district directors and chapters with strategy and program implementation to meet
existing and create new client demand for SCORE services.

Review and evaluate district structure and management and key regional chapters. Assist
district directors and chapter chairs with the setting of performance goals, and provide the
guidance, resources and support to achieve the chapter business plan and performance
goals.

Assist districts and chapters in strategies to raise funds locally and promote chapter fiscal
self-sufficiency.

Develop and utilize effective channels of communication among the chapters and with the
district office. Effective communication will improve operating methods, mentoring
techniques, recruiting of volunteers, marketing, orientation, training, fundraising and
achieve continuous elevation of client service,
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s Act as an experienced resource for SCORE leaders at the district and chapter level for all
operational issues.

s Assist the districts/chapters, as requested, with volunteers’ performance improvement.

o Identify and mentor future field leaders in SCORE.

# In coordination with SCORE Vice President of Field Operations and other SCORE RVPs,
work on broad issues facing the SCORE field organization. Issues like volunteer
engagement, performance management, data analysis and client-focused growth are key
organizational issues that the SCORE RVP will have input in.

District Director

The district director is a volunteer management position, appointed by and reporting to the
SCORE Vice President of Field Operations. The district director is responsible for the
management and performance of the district and its chapters consistent with the SOM and in
compliance with the minimum standards.

The district director must:

e Manage and administer the policies, programs and procedures authorized by the SCORE
Association Board of Directors and the SCORE Vice President of Field Operations.

¢ Implement the strategies embodied in the SCORE Strategic Plan.

¢ Conduct 2 SCORE On-Site Review of each chapter within the district biennially to ensure
chapter adherence to the SOM and Minimum Standards.

»  Assist chapters with policy and program implementation and ensure adherence to timely
reporting requirements and response to all National SCORE office information requests.

» Review and evaluate the chapter business plan, assist the chapters with the setting of
performance goals and provide the guidance, resources and support to achieve the chapter
business plan and performance goals.

* Manage the district budget as a supplement to fundraising by chapters, and promote chapter
fiscal self-sufficiency.

» Develop and utilize effective channels of communication among the chapters and with the
district office. Effective communication will improve operating methods, mentoring
techniques, recruiting of volunteers, marketing, orientation, training, and fundraising. This
will help chapters achieve a continuous elevation of client service.

¢ Resolve the problems or grievances of chapters or volunteers in accordance with the SOM.

* Assist the chapters, as requested, with volunteers’ performance improvement.

» Review and approve or reject those volunteers that the chapter nominating committee has
selected as candidates for the office of chapter chair,

& Make recommendations to the National SCORE office for the establishment and/or closing
of chapters and branches to maximize market penetration.

* Serve as a liaison among the SCORE Vice President of Field Operations, the National
SCORE office, the SBA and its other resource partners in addition to other chapters in the
district.

¢ Initiate, develop and maintain relationships with the SBA, business organizations,
community organizations and the local media to heighten awareness of SCORE in the
community.
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» Direct legislative contacts by chapter volunteers with municipal, county, state and federal
elected representatives and their field staff.

» Appoint assistant district director(s) to serve the district. Delegate responsibilities and
provide mentoring to develop future SCORE leaders.

Assistant District Director

The assistant district director is appointed by the district director to assist in the management of
the district.

Duties of the assistant district director are:

Perform the duties delegated by the district director.

Provide advice and counsel to the district director.

Learn the duties of the district director and act in the absence, or at the request of| the
district director, and be prepared to assume the position of the district director, if appointed.

Chapter Chair
Duties of the Chapter Chair (refer to Chapter 3):

Required Qualifications and Experience
A chapter chair must have the following qualifications and experience:

* General business experience, including cash flow, training, marketing and committee
management.

s Skills in general management, organization, progress evaluation and current technical skills
(Internet and e-mail).

¢ There is no requirement that a member be a long time volunteer with SCORE. The only
requirement is one of proven corporate management, Chapters may recruif specifically for
a chapter chair.
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Chapter 1: Recruitment and Membership

Chapter 1: Recruitment and Membership

SCORE has only one class of volunteers, and all volunteers enjoy the same rights and privileges.
First and foremost, volunteers are members of SCORE as one national organization. Adherence
to National SCORE membership standards, described herein, is the most fundamental
requirement for being a continued member in good standing. Locally, SCORE is organized into
chapters and individual volunteers. The terms “volunteer” and “membership” in this SCORE
Operating Manual (SOM) generally refer to individual SCORE volunteers.

Recruitment

SCORE chapters should constantly be recruiting new volunteers. SCORE excels when chapter
recruit volunteers that have skills consistent with today’s changing business environment.
Chapters should recruit for all roles and positions in the local chapter organization, including
leadership positions, functional roles (workshop delivery, recruiting, marketing, etc.) and
administrative roles. NOT EVERY volunteer must mentor clients, and, in fact, the best operating
chapters have many non-mentoring volunteers filling crucial roles in the chapter. However, every
volunteer in each chapter should assist in identifying and recruiting new volunteers. Recruitment
is the most fundamental chapter activity and goal. A prolonged lack of recruiting new
volunteers is the number one reason local chapters close operations. At no point should any
chapter member or leader state “we have enough volunteers.”

Each chapter should have an individual or committee primarily responsible for recruiting new
volunteers. This volunteer should be held accountable for recruitment results. Each chapter must
maintain and implement a written recruitment plan, as part of their business plan, that:

» Inventories the mix of current chapter volunteers’ backgrounds and skills and then targets
recruitment efforts to fill the gaps and anticipated needs. This ensures that the chapter can
meet the service requests of its clients and the business community it serves.

s Attracts and recruits talented volunteers, with a key focus on expanding volunteer
diversity, to represent the races and ethnicities served by the chapter and to attain a better
gender mix.

* Recruits for leadership roles within the chapter and provides for leadership succession

Participation
To participate in local chapters, volunteers may be involved in any or all of the following:

¢ Mentoring and/or online mentoring.

*  Administrative duties.
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Workshop presentation,

Fundraising, marketing, computer technology or public relations.

“Subject Matter Expert” for specific business topics.

Eligibility

To be eligible for SCORE membership, an applicant must meet these SCORE requirements:

Bring needed and valued skills and experience to SCORE.

Sign and comply with the national SCORE Code of Ethics and Conduct as a condition of
membership.

Complete the SCORE National Training and Orientation programs.

Commit to fulfilling the individual role and activities agreed upon by the volunteer and
chapter.

Participate in chapter activities, as agreed upon between the volunteer and the chapter,
such as serving on committees, participating in chapter meetings and accepting positions
of leadership.

All volunteers must have and use an individual email address. An @scorevolunteer.org
email address will be provided to all new volunteers joining after January 1, 2013.

The chapter chair and/or the Volunteer Recruiting and Training Committee should carefully
interview each applicant to determine if he or she is suitable for SCORE membership and
whether or not the applicant’s skills are needed. Chapters are encouraged to accept applicants
that are willing to donate time and experience regardless of their ability to committo a
specific amount of time. As noted above, chapters are also encouraged to accept non-mentoring
applicants in the chapter to fill the other critical roles in the chapter.

However, chapters should be careful not to approve a person if the volunteer:

.

Is likely to become involved in conflicts of interest or not comply with the SCORE Code
of Ethics and Conduct.

Is a paid staff member of another U.S. Small Business Administration (SBA) business
development resource. These SBA staff members are not eligible for membership.
However, the chair may ask for an exception from the SCORE district director if a
critical need arises.
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Is a person who, in applying for membership, made material misrepresentations
(including concealment) about their background or experience. Such a person may be
denied membership or removed from membership.

Has been convicted of a felony.

There is no single set of factors that make up a great SCORE volunteer. The diversity of
personality and individual experience is what makes SCORE collectively strong. However,
factors to consider when screening applicants include:

.

Ethical conduct and good judgment.

Interpersonal skills, motivation, passion, drive, inquisitiveness.

Dedication to life-long learning.

Technological knowledge.

Ability to have and maintain an open mind in dealing with clients.

Ability to accept and deal with change.

Ability to proactively manage client relationships.

Ability to communicate effectively, orally and in writing.

Ability to patiently listen, ask questions, build relationships and analyze situations.

Willingness and ability to participate in multiple chapter activities, including leadership,
committee assignments, workshops, administration and special programs.

Willingness to follow required SCORE procedures, including the completion of all
required forms, for example, the Form 641 Request for Mentoring (see Chapter 4,
Recording Chapter Operations).

Ability to impact the chapter’s culture and diversity — diversity of thought as well
diversity of age/race/gender.

Membership

Chapters should process applicants for SCORE membership in the following manner:

.

The chapter chair, Volunteer Recruiting and Training Committee, or individual
responsible for recruiting should obtain the applicant’s resume. After that, the chapter’s
appointed committee or individual should interview the prospective volunteer and ask the

4
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applicant to complete Form 4, Application for Volunteer Membership. The chapter
should attach the applicant’s resume and any written notes to the completed Form 4.

Written notes of the interview will be kept and made part of the applicant’s file. Requests for
additional material and information may be solicited and made part of the applicant’s file.

The chapter should communicate clearly that:

* Any material developed while in SCORE, used to further SCORE’s mission and
“activities, belongs exclusively to the SCORE Association unless otherwise agreed to by
the SCORE Association and other parties.

* SCORE may terminate a volunteer’s membership, at any time, with or without reason,
cause or advance notice. (Refer to Chapter 10 Grievance Process)

The completed Form 4, Application for Membership, and all related data will be submitted to the
chapter for review. The completed Form 4 must include an individual email address for the
applicant. When the applicant has been approved, the chapter should:

» Create a new volunteer profile in the SCORE CRM system with accurate contact
information, background, skills and experience. The new volunteer should be marked as
provisional.

o NOTE: the completion of 90-day provisional period is required. The applicant
does not officially become a volunteer and is not covered under the Federal Tort
Claims Act (FTCA) or Federal Employees Compensation Act (FECA) or become
eligible for reimbursement until orientation is completed and all information is
fully entered into the volunteer database.

o NOTE: during the “90-day provisional period” the volunteer must be provided an
internal SCORE mentor and may only see SCORE clients as a co-mentor.

¢ Retain one copy of the completed Form 4 for its membership files locally.
¢ Notify the applicant of approval.

If the chapter rejects the applicant, the applicant must be notified in writing.

Orientation

A three-month provisional period is required of all new volunteers. During this period, the
chapter will:

» Ensure that the new volunteer completes the National Orientation programs, including
Mentoring Methodology certification and the Volunteer Orientation. A volunteer should
not be changed from provisional status without completion of these activities. -
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* Conduct a new volunteer chapter orientation to ensure a professional and complete
introduction to SCORE. The orientation must contain information on the different roles
of the chapter and how the chapter operates on a daily basis. It also must introduce the
Code of Ethics and Conduct, and the SCORE Operating Manual (SOM) and the
Volunteer Center. As noted above, the new volunteer must be assigned a local SCORE
mentor for their provisional period.

¢ Emphasize the need for professional conduct and attitude.
s Describe SCORE’s mission and goals (see cover of SOM):

s Describe the importance of volunteer engagement. Review the results from the most
recent Volunteer Engagement survey and review the process to measure and improve
engagement across the organization and in the chapter.

s Describe the role of the SCORE Foundation and how the volunteer can contribute.

* Describe the SCORE relationships with the SBA, SBA resource partners and other
SCORE national alliances.

* Describe the local SCORE chapter partnerships and alliances.

¢ Explain the requirement to subscribe to and sign the SCORE Code of Ethics and
Conduct.

¢ Address the need to maintain total confidentiality regarding a client’s information and
his/her businesses as well as other SCORE concerns when advising clients.

+ Describe the ways for volunteers to engage in the national operations and serve locally as
chapter leaders or on chapter committees.

» Review the required completion of all forms and procedures used in the daily operation
of the chapter.

* Have written instructions that list job descriptions, functions or policies that may be
unique to the chapter.

» Provide a clear, realistic definition of what is expected from the volunteer.

Training

Training should be tailored to the specific skills for which the new volunteer was recruited. The
following topics should be covered when training new volunteers:

* Mentoring—face-to-face and telephone:
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Basic SCORE mentoring methods and techniques.
The importance of client follow-up.
The use of Form 641, Request for Mentoring and its required reporting method.

Materials and resources available to clients from SCORE, SBA and others.

Mentoring—online:

Basic SCORE mentoring methods and techniques along with email etiquette.

The use of Form 641, Request for Mentoring and its required reporting method of
online cases.

Follow-up mentoring methods and techniques.

Materials available through the Volunteer Center website, SCORE resource partners
and other sources on the Internet.

Administration:

SCORE office management.
Record keeping and record retention.
Reports required by the National SCORE office.

Other activities to support mentoring and workshops as required by the chapter.

Specialty support:

The current and future needs of the chapter.

Knowledge of any supporting material available from the SCORE Association office
and other chapters.

Possible partner organizations that could or do support the chapter’s goals.



317

Chapter 1: Recruitment and Membership

Standards of Performance

Chapters must establish standards of performance and require all volunteers to adhere to them.
Those standard chapter requirements should appear in the chapter bylaws. Standards should be
fair and equitably applied to all volunteers and provide a basis by which to measure individual
volunteer performance.

Although individual chapters may have other specific and/or additional requirements as
circumstances dictate, the SCORE Association suggests the following basic guidelines for
maintaining membership in SCORE. To stay in good standing, a volunteer should:
= In addition to, or in place of, mentoring, contribute in a significant way to chapter
functions. For example, take on leadership positions or administrative work or participate
in workshops, committees and outside activities,

= Understand and utilize all relevant client feedback data to improve personal mentoring
success.

* Participate in SCORE or chapter-sponsored Continuing Education programs to continue
to provide the most relevant assistance to SCORE clients.

= Complete all forms required by the chapter, district director or National SCORE office.
= Comply with national and chapter operational procedures.

»  Annually read and affirm adherence to the Code of Ethics and Conduct, and comply with
all SOM requirements.
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Chapter 2: The SCORE Code of Ethics and Conduct

By signing the application form for membership, each volunteer agrees to adhere to the SCORE
Code of Ethics and Conduct. Volunteers are asked to read the Code of Ethics and Conduct
annually and to sign a document reaffirming their commitment to it.

Client Interests

“Client” shall mean:

any person who is a US Citizen or green card holder who has requested mentoring by
SCORE and who has signed and submitted to SCORE a SCORE Form 641 Request for
Mentoring, whether such request is made on-line or directly with a SCORE Chapter by
hard copy.

any person attending a workshop sponsored by SCORE, or by another entity with
SCORE participating, provided that an attendee list or sign-in sheet containing the client's
name is completed and kept on file at the SCORE Chapter.

To best serve SCORE clients, SCORE volunteers shall:

Always conduct their mentoring and other SCORE activities in a manner that
unequivocally places the business interests of their clients first. Volunteers shall ensure
that all available resources are offered to clients, including assistance by other mentors or
chapters, or by outside organizations if a resource does not exist within SCORE.

Initiate follow-up contacts to ensure the potential success of their clients. Volunteers will
continue mentoring a client as long as the mentoring is of value to the client. If the
volunteer is unable to continue mentoring for personal reasons, the case will be
reassigned to another volunteer.

At all times protect the confidentiality of business information provided by the clients.

Not accept or participate in SCORE activities that create a conflict of interest between the
volunteers, their families, outside business or financial activities or interests.

Compensation

As unpaid volunteers, SCORE volunteers, individually, shall:

Neither charge nor accept fees, honoraria or things of value as payment for individual
mentoring services or for their participation in training activities on behalf of SCORE.

Not accept payment from a client for travel or other expenses incident to mentoring or
training or any other activity.
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A SCORE volunteer may never solicit business from a SCORE client. The volunteer assigned to
mentor a client may not become a paid contractor or consultant. In the event that a volunteer
does accept employment from his/her client, he or she must immediately resign from SCORE.
The chapter chair will take the following actions:

» Immediately remove the volunteer from the chapter roster and notify the National office
by using Form 7, Volunteer Change Form.

o Immediately write the client that has employed the volunteer and inform him or her that
the mentor is no longer a volunteer of the SCORE Association and that SCORE cannot
be held accountable for the future actions or advice of the former mentor.

* The chapter chair can submit a request of waiver from this process if special
circumstances arise. The chapter chair should notify the district director in writing of the
special circumstances. The district director should then work with SCORE National
office to render a final decision on the situation.

NOTE: SCORE clients are allowed to make donations to SCORE, but should be made through
the SCORE Foundation. As a 501¢3 organization, all donations from individuals or clients are
tax exempt.

Third Parties
The following guidelines apply to interactions between SCORE volunteers and third parties:

¢ SCORE volunteers shall not accept fees, commissions, kickbacks or things of value from
third parties as a result of recommending any services, equipment or supplies, nor shall
they recommend the purchase of goods or services in which they have a direct or indirect
interest, financial or otherwise.

+ When volunteers perform SCORE services for another organization or agency (other than
SBA or SCORE clients), the organization may reimburse SCORE for the expenses of the
volunteers by providing an honorarium to SCORE or the chapter, which can then
reimburse the volunteers for their expenses.

¢ SCORE volunteers shall neither charge nor accept fees or things of value for assistance in
the preparation of loan applications nor directly accept so-called finder’s fees for the
location of lending sources.

+ SCORE volunteers, when advising clients about obtaining professional or other services
or goods, shall identify, whenever feasible, several sources from which the client may
select.

Personal Interests
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To safeguard the integrity of the SCORE mission, it is vital to avoid any actual or apparent
conflict of interest. To that end, SCORE volunteers or their families shall not:

.

Seck, in any way, business from SCORE clients except that a SCORE volunteer who is
actively employed or in private practice may, when giving a workshop or seminar, leave
business cards or their equivalent in a place where attendees have access to them. In the
event an attendee wishes to engage the speaker for assistance or advice, the speaker must
advise this prospective client in writing that this is not a SCORE relationship and that
SCORE is in no way involved. Such writing shall be forwarded to the chapter chair and
district director.

The attendee must also state in writing that they have not been mentored as a SCORE
client by the speaker, that this is not a SCORE relationship and that SCORE is in no way
involved. Such writing shall be forwarded to the chapter chair and district director.

Directly or indirectly become officers, directors or shareholders, or provide funding (by
way of investing, loans or otherwise) for a for-profit business organization that is seeking
mentoring assistance from SCORE or has received it within the past three years.

Referral of SCORE Volunteers to Clients

When a SCORE client requests that SCORE refer the client to an advisor who is privately
employed or in private practice, and a SCORE volunteer is a person privately employed
or in private practice and could potentially be of assistance to the client, then the SCORE
chapter may include such volunteer on a list of no fewer than three persons. No other
person on the list can be a SCORE volunteer. The chapter or other SCORE volunteers
may not recommend anyone on the list other than to indicate that all are deemed to be
highly qualified, nor may it be noted in any way that a SCORE mentor’s name is on the
list.

If a SCORE mentor is selected from the list provided, that mentor must provide notice, in
writing, to the client that the services are provided independently of SCORE, and SCORE
is no longer involved. A copy of this notification must be given to the chapter chair and
district director.

The SCORE volunteer named on the list may not be someone who has previously
mentored the client requesting the referral.

Personal Conduct

As long as they are part of the association, SCORE volunteers shall:

Participate in chapter activities as agreed to between the chapter and the volunteer.



321

Chapter 2: Code of Ethics and Conduct

Be responsible for staying current with continuing advances in successful business
practices and relevant technical developments.

Not discriminate in any of their SCORE-related activities against any person because of
race, color, national origin, sex, age, religion, marital status, handicap or sexual
preference.

Not make public statements that appear to associate SCORE with personal opinions of
the volunteers or which are critical of SCORE or any of its sponsors.

Not make statements that appear to identify SCORE with a political party or a candidate
for federal, state or local office.

At all times during the performance of their services, conduct themselves in such a
manner as not to discredit themselves, SCORE or the SBA.

Not engage in any form of sexual harassment or sexual discrimination of clients, other
volunteers or SCORE staff, Sexual harassment includes the making of deliberate or
repeated unsolicited verbal comments, gestures or physical contact of a sexual nature in
circumstances where such conduct reasonably is or would be unwelcome to the offended
person or persons. Further, when such unwelcome conduct reasonably interferes with or
creates an intimidating, offensive or hostile mentoring or other work environment, it is
considered sexual harassment.

Any violations should be reported via the grievance process defined in Chapter 10 of the
SOM, or, if the grievance involves the leadership of the chapter or district, the volunteer
should directly contact the Vice President of Field Operations at the SCORE Association
office.

Maintain professional relationships with all SCORE clients. If a volunteer wishes to enter
into a personal relationship with a SCORE client, he or she should consult the chapter or
district leadership for guidance.

Seek advance advice about the propriety of any action or inaction that they have reason to
believe may be or may lead to a violation of the SCORE Code of Ethics and Conduct
before they or others engage in the activity or fail to act. If needed, the chapter chair shall
consult the district director or SCORE Vice President of Field Operations concerning the
proper decision. Any volunteer requesting advice from any chapter, district or national
officer shall receive a decision in writing.

Variances

All of the provisions expressed above in this Code of Ethics and Conduct are set forth for the

purpose of protecting SCORE clients, SCORE volunteers and the SCORE Association.

However, where one or more of these provisions works to the detriment of a SCORE client,
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however slight that detriment may be, a variance may be granted where the SCORE Association
Vice President of Field Operations deems it appropriate to do so.

The process is as follows:

The request shall be made in writing by the affected client or volunteer.

The request shall set forth the reasons in full as to why any provision(s) of the SCORE
Code of Ethics and Conduct as written will work to the detriment of the client.

The request shall state that the client has had ample opportunity to consult competent
professionals (lawyer, accountant, etc.) and is satisfied that the variance is in his/her best
interests.

The request shall be submitted to the chapter chair who may make a recommendation as
to the disposition of this matter and will forward the matter to the district director.

The district director may then make a recommendation and will forward the matter to the
SCORE VP of Field Operations.

The SCORE Vice President of Field Operations will render a decision in writing with
copies to all parties. The SCORE Vice President of Field Operations’ decision shall be
final.

Commitment to the Code

Volunteers shall be fully aware of the SCORE Code of Ethics and Conduct. When individuals
apply for membership in SCORE, they agree by signing the membership application that they
“shall comply with the provisions of SCORE’s Code of Ethics and Conduct, which I have read,
and also with the other rules for its volunteers.”

Accordingly, applicants shall receive and retain a copy of the current Code of Ethics and
Conduct at the time they receive an application for membership. Since changes may occur in the
Code of Ethics and Conduct and to refresh volunteers’ knowledge of the provisions of the code,
each chapter shall:

At the beginning of each fiscal year, give each volunteer a current copy of the Code of
Ethics and Conduct.

At that time, require each volunteer to sign and date a statement that says, “I have reread
the SCORE Code of Ethics and Conduct and reaffirm my agreement to comply with its
provisions.”

13
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The annual affirmation of the Code by the volunteer will be placed in the chapter personnel files,
and retained in accordance with SOM Chapter 4: Recording of Chapter Operations / Retention of
Forms.
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SCORE exists as one national organization. Chapters are not legal entities and do not have
the ability to enter into contracts or agreements that present any level of liability on
SCORE.

However, chapters are self-managed. Every SCORE chapter must maintain up-to-date chapter
bylaws that reflect chapter realities. The written bylaws specify the officers required, how they
are elected, their terms of office and any qualifications for holding office or any duties different
from those usually appropriate to the office. The chapter’s bylaws shall not contain anything
contrary to the SOM. Refer to Form 22, Model Bylaws for Chapters, for a sample of chapter
bylaws.

The following guidelines describe the duties of the four principal officers of the typical chapter.

1. Chapter Chair

The chapter chair reports to the district director and is responsible for overall chapter
management. The chapter chair is to ensure that the chapter is compliant with SCORE policies,
procedures, Chapter Minimum Standards, goals and objectives. In addition, the chapter chair will
work to ensure the chapter is in alignment with the SCORE Association’s mission and vision as
well as agreed upon goals and objectives. The chapter chair is required to develop a leadership
team within the chapter and to delegate appropriately to both the leadership team and to
committees within the chapter.

Also, the chapter chair is responsible for carrying out or delegating the following duties. Any and
all tasks may be delegated at the chapter chair’s discretion to the vice chair, treasurer, secretary,
committee members or chapter volunteers. The following contains a list of some responsibilities,
consistent with Chapter Minimum Standards, and in parentheses, a suggestion of the appropriate
person(s) to carry out the task.

a. Chapter Administration and Reporting

* Maintain and implement a written business plan that is reviewed and updated
annually and includes chapter operations, marketing and funding plans. Review
this plan with the chapter membership before its submission to the district
director. The business plan must cover all aspects of chapter business operations.
The chapter’s business plan and operation must be consistent with the SCORE
Association mission, vision and Chapter Minimum Standards (chapter chair and
leadership team).

& Direct the annual goal-setting process.
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Oversee chapter meetings and meeting agendas.

Hold regularly scheduled general chapter meetings to help volunteers stay current with
SCORE activities locally, district wide and nationally. Also, chapter meetings will
increase interaction with fellow volunteers and provide additional opportunities for
training. A chapter member must keep minutes and distribute them to all volunteers.

Work on a chapter level volunteer engagement plan.

Appoint committees or individuals as necessary or desirable to accomplish the chapter’s
goals and objectives.

Maintain written instructions that list current job descriptions, functions or policies that
may be unique to the chapter. This must be made available to chapter membership.

Comply with the decisions, directives and instructions on SCORE operations received
from the board of directors, SCORE officers and the district director. From time to time,
chapters will be asked to supply additional information to the association. Chapters are
required to comply with all requests from the district director, the SCORE board of
directors and the National office (chapter chair and leadership team).

Comply with SOM reporting requirements.

Make certain that volunteer and chapter responsibilities for recording and reporting
activities are met and records are properly maintained (secretary).

Maintain a dedicated and secure space to keep and maintain chapter records that
are accessible to the membership. Ensure chapter complies with SOM record-
keeping requirements.

Ensure that chapter funds are properly controlled, monitored and reported annually on
Form 3, Chapter Annual Report (treasurer).

Have ongoing fundraising efforts to ensure that the chapter’s future operation for
one year is maintained. A chapter should not have more than two years operating
funds.

Ensure that paid clerical support services, if available, are procured through an approved

clerical provider. Chapters are not permitted to have paid employees. All new and

renewed clerical providers and contracts must be approved by the SCORE Vice President

Field Operations or his or her designate, including clerical providers paid from chapter

treasuries (treasurer).

* Prior to hiring a contractor, a reasonable attempt must be made to recruit a volunteer
to complete the tasks. Many chapters have found volunteers to do so, and this saves
the chapter and district funding that can then be used to help small business owners.

13
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The contractor reports to the chapter chair or designate.
The contractor must complete a Form 1099.

Review and approve all volunteer expense vouchers (vice chair or treasurer).

b. Chapter Operations

*

Comply with the reporting of all client activity in the SCORE CRM and/or the
Entrepreneurial Development Management Information System (EDMIS) and goals
reports prepared for the association office. NON-COMPLIANCE OF ACTIVITY
REPORTING WILL RESULT IN THE CLOSING OF THE CHAPTER.

Utilize the SCORE CRM platform for reporting all client and volunteer information.

Maintain a system that ensures all clients requests will be responded to within two
business days.

Provide a way of bringing clients together with the services or information they are

requesting, including:

A phone number with messaging capability (with an appropriate message) that is
regularly responded to within two business days.

A dedicated chapter email address (not simply the address of a volunteer) that is
regularly responded to within two business days.

A method for scheduling and carrying out mentoring appointments, whether it is a
regular schedule or appointments by request schedule.

A method for handling workshop scheduling and registration and for the collection of
fees, evaluations and sign-in sheets.

* * All chapters must maintain a chapter website, with minimum required contents, per SCORE
Association Chapter Marketing Guide. It is HIGHLY recommended that the chapters utilize
the chapter websites integrated on score.org. The chapter page is provided at no cost to
chapters and provides great value to the chapter by increasing the traffic, online search and
social media components.

= At minimum, the chapter website should be linked to www.score.org. All content and
schedules must be kept current and up-to-date, and the site MUST utilize current SCORE
branding and logos.

All materials developed by chapters must include the SBA logo and the following
disclaimer in legible, easily readable print:
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“The material in this publication is based on work supported by the U.S. Small Business
Administration under cooperative agreement SBAHQ-13-S-0001%*. Any opinions, findings
and conclusions or recommendations expressed in this publication are those of the author and
do not necessarily reflect the views of the U.S. Small Business Administration.”

“SCORE services are provided without regard to race, color, national origin, gender, age and
disability. Persons with disabilities may request reasonable accommodations with a two-week
advance notice.”

**This number changes annually. This number above is for the fiscal year 2013. Please
contact the association office for the current number and with any questions you may
have.

¢. Chapter Leadership and Planning

Develop a line of succession to assure continuity with incoming chapter officers.
Encourage the development of chapter volunteers to prepare them for leadership
positions, A volunteer should serve in one or more chapter offices before becoming
chapter chair.

Maintain a written leadership succession plan with sufficient lead time to provide ample
training for prospective chapter officers and committee chairs:

* Prepare a plan to anticipate long-term and short-term goals for growth and diversity.

= Provide for ample training of prospective officers via appropriate committee
assignments.

* Develop a succession plan for the chapter chair if the current chair is unable to serve.
Provide a slate of candidates for the position of chapter chair to the SCORE district
director for approval.

d. Chapter Relationships

Communicate information from the SCORE National office, board of directors, SCORE
district director and SBA to all chapter volunteers.

Maintain a close working relationship with the SCORE district director and the
SCORE National office in Herndon, Virginia to take advantage of its resources.

Maintain effective communications with appropriate resources within the chapter’s
community, other SCORE chapters or market area with SBA officials and the SCORE
district director (chapter chair and leadership team).

Use only the current official SCORE brand and logos in all chapter publications
(for example, business cards, letterhead, brochures, website, etc.) (Marketing
Committee).
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NOTE: Our current brand is SCORE. Adherence to the official brand includes
eliminating all references to “Service Corps of Retired Executives.”

e Maintain active contact with the local media and provide them with information
on chapter activities (Marketing Committee).

« Establish and maintain community partnerships to ensure that the community
(state and local government officials, military and local business) knows of the
chapter’s services (Marketing Committee).

s Coordinate with SCORE district resources to conduct and report at least one face-to-face
contact per year with members or staffers of the U.S. House of Representative or Senate
who represent the area where your chapter is located.

* Congressional contacts should utilize only the national level agenda items bolstered
with local impact data. All information for congressional contacts will be provided.

= Ensure that congressional contacts are reported to the SCORE National office using
the Form 23, Congressional Contact Report (chapter chair and leadership team).

e. Chapter Volunteer Recruiting and Training

e Ensure that the chapter is carrying out effective programs to recruit, train and evaluate the
work of its volunteers (vice chair).

*  Maintain and implement a written recruitment plan that inventories the mix of current
chapter volunteer backgrounds and skills and then targets recruitment efforts to fill
the gaps and anticipated needs to ensure the chapter can meet the service requests of
its clients and the business community served (Recruiting & Training Committee).

* Attract and recruit talented volunteers representing the gender, races and
ethnicities served by the chapter to reflect the community (Recruiting & Training
Comnmittee).

+ Conduct new volunteer orientation to ensure a professional and complete
introduction to SCORE. The orientation must contain information on the different
roles of the chapter, the district and the national organization as they relate to the
volunteer. It also must introduce the chapter’s business plan, bylaws, the Code of
Ethics and Conduct, the SCORE Operating Manual (SOM) and the Volunteer
Center website.

* Ensure that the new volunteer completes all SCORE Orientation
Programs, including the Mentoring Methodology certification, within the
90-day provisional period. A volunteer should not be changed from
provisional status without completion of these activities.

* Assign each new volunteer a training mentor for his or her provisional period
(Recruiting & Training Committee).

16
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Conduct ongoing volunteer training to improve mentoring techniques and ensure
mentoring skills are current (Recruiting & Training Committee).

Establish performance criteria for each volunteer modeled from the standards of
performance, as defined in the SOM (Evaluation Committee).

Ensure that all volunteers are familiar with and comply with the SOM. Chapter leaders
must see that the guidelines are followed (vice chair).

Ensure that all chapter volunteers review and sign the SCORE Code of Ethics and
Conduct annually. The signed copy must be kept in the volunteer’s personnel file
(secretary).

Ensure that all new volunteers have and use an individual email address.

Remove volunteers that do not adhere to national policies or consistently underperform
on key client service metrics.

2. Chapter Vice Chair

While in training as the future chair, the vice chair assists in the discharge of the chair duties.
The vice chair:

Acts in place of the chair when the chair is absent or unable to serve.
Performs other duties that are assigned by the chair.

Assists the chair in implementation or delegation of chapter activities at the discretion of
the chair,

3. The Chapter Secretary

The secretary performs the duties normally incident to that office, including the following
(unless delegated elsewhere):

Keeps minutes of chapter meetings and training sessions.

Supervises the preparation, maintenance and data entry of the Form 641, 888 and
volunteer roster information in order to comply with the EDMIS reporting requirements
and other chapter reporting requirements.

Supervises maintenance of the client case files,
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Maintains the SOM, chapter library, files and reports to ensure an accurate account of
chapter operations.

Assists the chair in implementation or delegation of chapter activities at the discretion of
the chair.

4. The Chapter Treasurer

The treasurer performs the duties in accordance with Chapter 7 — Source and Uses of Chapter
Funds incident to that office, including the following:

Handles the receipt and disbursement of all chapter revenues and expenditures.
Maintains an accurate record of all financial transactions.

Submits monthly treasurer’s report to the chapter.

Accounts for money, property and in-kind gifts to the chapter. Keeps records for tax and
safekeeping purposes and sees that proper federal, state and/or local tax and other chapter
financial reports are duly filed.

Annually prepares and submits Form 3, Chapter Annual Report, to the chapter chair for
signature before submitting to the district director. The preparer of the form is also
required to sign the form.

Assists the chapter chair in implementation or delegation of chapter activities at the
discretion of the chapter chair,

Election of Officers

To ensure a fair and informed election of officers, the chapter chair will appoint a nominating
committee to select, interview and evaluate the qualifications of candidates for office. The
district director will review and approve the candidates for the position of chapter chair selected
for election. Upon approval by the district director, the chapter chair will give proper and timely
advance notice to the membership of the election process and date.

-

-

Chapter elections must be held no later than May 31 so new officers and appointed
committees may be adequately prepared to function on the first day of the new fiscal
year, which begins October 1. Elections should be completed by May 31, in order for
incoming chairs to attend the national chapter chair orientation in early August.
Officers may be elected in one of two ways:

* By a majority vote of those responding to a ballot sent to all chapter volunteers.

18
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= By a majority vote of volunteers present at a regular or special meeting following a
written notice sent not later than three weeks prior to the date an election is
scheduled.

In the event an election for chapter chair results in a tie, a second vote should be taken. If the
second vote again results in a tie, the district director shall cast a vote to break the tie.

Removal of Officers
A chapter officer may be removed or lesser action may be taken if the officer knowingly:

» Fails or refuses to comply with a decision or directive of the SCORE Association Board
of Directors, a national SCORE Association officer, the district director or the chapter
chair.

¢ Fails to fulfill in a substantive way the responsibilities of the office held.

* Acts in an improper manner so as to discredit the office, chapter, district, SCORE or the
SBA.

* Does not comply with applicable SOM provisions and chapter bylaws.

Action may be initiated by a majority of chapter officers, the district director or the SCORE Vice
President of Field Operations. In addition, a majority of chapter volunteers may petition for the
removal of any officer. The detailed charges shall be presented in writing to the chapter officer in
question, and an attempt shall be made to resolve the matter informally with the officer at the
chapter level, with the district director and/or the SCORE Vice President of Field Operations
participating.

If the matter is not satisfactorily resolved, the district director must promptly notify the SCORE
Vice President of Field Operations, detailing the charges in writing against the chapter officer
and providing a record of the attempt to resolve the matter. If the SCORE VP Field Operations is
unable to resolve the matter within 30 days, it must be referred to the SCORE Association
Executive Committee.

s The SCORE Association Executive Committee shall provide the chapter officer due
notice of the charges and an opportunity to respond. Then, based on the information at its
disposal, the SCORE Association Executive Committee will make a final written
decision on the matter for SCORE. The decision must be sent to the officer involved, the
other chapter officers, the district director and the SCORE Vice President of Field
Operations.

* The SCORE Association Executive Committee may request that the SCORE Association
Board of Directors revoke a chapter’s charter if it refuses or fails to take the action the
committee directs in its decision.
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e If an officer is removed, the district director shall appoint a chapter volunteer to act in
place of the officer until the chapter elects a new officer.

Chapter Committees or Functions

Chapter committees may be established to facilitate effective chapter activities, to secure
maximum volunteer participation, to use the talents of the chapter and to identify and develop
future chapter leaders. The term of committee members will ordinarily coincide with that of the
chapter officers. The following committees or functions may be considered:

Executive Committee or Board of Directors
Marketing Committee

Volunteer Recruiting and Training Committee
Evaluation Committee

Program Committee

Workshop Committee

Fundraising Committee

Legislative Committee

Others as deemed appropriate by the chapter chair

& & 5 & & 9 & 9

Committee chairs and members are appointed by the chapter chair or the Executive Committee,
or may be selected by the volunteers per the chapter’s bylaws. Following are the recommended
duties of each committee.

The Executive Committee

The Executive Committee, composed of chapter officers and members appointed by the chapter
chair:

¢ Assists the chapter chair with the general supervision of chapter affairs between regular
meetings, including setting the time and place for chapter meetings.

¢ Removes inactive and inadequate volunteers, unless the chair is authorized to do this by
the chapter bylaws.

¢ Advises the chapter chair on policy, procedures and agency relationships.
¢ Exercises the power and authority normally exercised by an Executive Committee,
including advising the vice chair regarding governance of the chapter in the absence of

the chapter chair,

* As delegated by the chapter chair, ensures that the chapter develops a written business
plan, leadership succession plan, recruitment plan and outreach plan to comply with

20
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SCORE Association minimum standards. The committee may delegate this duty to
another committee or individual, but the plans must be monitored and reviewed by the
executive committee. The committee should also ensure that the business plan includes
marketing and fundraising plans.

As delegated by the chapter chair, conducts and reports at least one face-to-face contact
per year with members or staffers of the U.S. House of Representative or Senate who
represent the area where your chapter is located. (Legislative Committee).

The Marketing Committee

The Marketing Committee prepares a marketing program, including public relations and/or
publicity, in compliance with the minimum standards, to assist the chapter in achieving its goals.
Its specific responsibilities encompass:

All aspects of SCORE chapter branding; including, but not limited to advertising (both
print and electronic), public relations, women in business and community outreach
program marketing. This includes ensuring all SCORE branding by the

chapter is consistent with all materials available from the National SCORE office.

Development of relationships with media personnel, including coordination of activities
of all contracted public relations/publicity professionals.

Oversight of the visual presentation of the website and chapter printed materials
with input on content.

Coordination with the chapter chair and/or Executive Committee in the development of
the annual marketing budget and the annual strategic plan.

Participation with other chapter volunteers in organizing and implementing client
relations, such as client satisfaction surveys, client development activities, internal
chapter communications and special events.

The Volunteer Recruiting and Training Committee

The Volunteer Recruiting and Training Committee, in compliance with the minimum standards,
identify needs and establish priorities for the recruitment and training of volunteers as desirable
for the chapter. It also:

Maintains and implements a written recruitment plan that inventories the mix of current
chapter volunteers’ backgrounds and skills and then targets recruitment efforts to fill the
gaps and anticipated needs to ensure the chapter can meet the service requests of its
clients and the business community they serve.

21
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Develops and implements ways to attract and recruit talented volunteers representing the
races and ethnicities served by the chapter to attain a gender mix that is consistent with
SCORE Association guidelines.

Coordinates the recruiting program with other committees.
Solicits the support and participation of all volunteers in the program.
Establishes procedures for interviewing applicants for SCORE membership.

Conducts ongoing mentor training to improve mentoring techniques and ensure currency
of mentoring skills, including available resources and SBA programs.

Works to raise awareness that training and development are a continuing responsibility of
all volunteers.

Conducts a new volunteer orientation to ensure a professional and complete introduction
to SCORE. The orientation must contain information on the different roles of the chapter,
district and National office as they relate to the volunteer. It also must introduce the
chapter bylaws, business plan, Code of Ethics and Conduct, SCORE Operating Manual
(SOM) and Volunteer Center website. The new volunteers must be assigned a mentor for
their provisional period.

Ensures that the new volunteer completes all SCORE Orientation Programs, including the
mentoring methodology certification for all mentors during the 90-day provisional
period,

The Evaluation Committee

The Evaluation Committee establishes and maintains, in compliance with the minimum
standards, effective procedures to review and evaluate the performance of volunteers in their
mentoring, business training sessions and other chapter activities to ensure that the chapter
provides top-quality service. The Evaluation Committee also:

Applies, in those procedures, guidelines for the effective use of volunteer skills and their
evaluation as set forth in the SOM and in other publications and programs available from
the SCORE Association office.

Discusses deficiencies and needed improvements in mentoring, business training, chapter
management and other chapter operations with chapter officers and volunteers so that
proper cotrective actions can be taken.

Conducts a review of chapter volunteers to identify inactive and less effective volunteers
who should be removed from the chapter or assigned to other chapter duties.
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¢ Recommends those who should be considered by the Executive Committee for special
awards.

The Program Committee

The Program Committee plans programs for regularly scheduled chapter meetings, ensuring that
discussion of, or questions about, SCORE operations, current new programs and the SOM
provisions are on the agenda.

In addition, the Program Committee should sponsor a training session on a selected subject at
every chapter meeting, separate and apart from the regular business meeting and any presentation
by an invited speaker. Chapters should also recommend topics and speakers that will further
volunteer training. The Program Committee:

* Secures knowledgeable speakers on pertinent topics of benefit to volunteers.

» Organizes special features such as panel discussions, role-playing, case studies and audio
and visual programs.

s Arranges for presenting SBA and SCORE training materials developed by or available
from the National SCORE office.
The Workshop Committee
The Workshop Committee continuously reviews and reports to the chapter on the feasibility of
offering workshops and similar events on subjects that would be helpful to the business
community. The Workshop Committee also:
e Plans for workshops or similar events, including obtaining chapter volunteers and others
as speakers, developing effective publicity, determining appropriate charges, finding

facilities and arranging for materials and handouts.

»  Works with the chapter Marketing Committee to arrange necessary and appropriate
publicity for events.

» Works with SBA officials and other community resources to develop and present
workshops.

¢ Cooperates with the SBA, as needed, in providing assistance for SBA-sponsored events.
¢ Conducts workshops and similar events.

» Ensures that volunteers are available at workshops for clients seeking assistance.
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Arranges for the collection and handling of fees and maintains accurate records of
disbursements, with all surplus funds going to the chapter treasury.

Assures workshop information for reporting on Form 888, Management Report Form is
captured.

Ensures that an attendee list or signup sheet is completed for each workshop and is
retained by the chapter for four years.

Ensures that evaluation forms are prepared and made available to all attendees. Ensures
that attendees are reported properly per the definitions of workshop (see Chapter 5).

Considers whether the events should be co-sponsored with other organizations and
arranges details of the collaboration if approved.

Ensures that SCORE’s name is prominent in all publicity and that the chapter receives its
fair share of any workshop proceeds when co-sponsoring a workshop.

The Fundraising Committee

The Fundraising Committee, in compliance with the minimum standards, identifies the need for
and sources of additional income. The Fundraising Committee:

Develops fundraising strategies.

Conducts ongoing fundraising efforts to ensure that the chapter’s future operation for one
year is maintained.

Contacts and follows up with potential donors of funds and in-kind support.

The Legislative Committee

The Legislative Committee, in compliance with minimum standards, is responsible for
contacting federal government offices to report on the activities of the chapter. The Legislative
Committee: '

Conducts and reports at least one face-to-face contact per year with members of the U.S.
House of Representatives or their staff for each congressional district served by the
chapter.

Coordinates, within the SCORE district, visits with members of the U.S. Senate.

Reports on Form 23, Congressional Contact Report, to the SCORE Association office all
face-to-face contact with U.S. senators, U.S. House of Representatives or their staff.
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s Maintains contact with state and local governmental offices and legislators.

Election of SCORE Volunteers to the SCORE Board of Directors

The SCORE Association Board of Directors is composed of up to 1/3 of individuals from within
the SCORE Association and 2/3 of individuals from outside the SCORE Association
(independents). SCORE volunteers interested in serving on the board of directors should contact
the SCORE office in Herndon, The SCORE office will communicate the information to the chair
of the nominating committee who will contact the interested SCORE member. A potential
candidate may be nominated by another SCORE member, or they may self-nominate. The
nominating committee, as required by the bylaws of the SCORE Association, will recommend to
the board qualified candidates from within the SCORE Association. The board will then elect by
majority vote.

The board elects both SCORE and independent (non-SCORE) board members. Board members
are eligible for two three-year terms.
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The SCORE Association is required by the SBA and Congress to report on services provided to
the small business community and the contributions made by SCORE volunteers. To effectively
report to the SBA and Congress, all chapters are réquired to submit their monthly activities via
the EDMIS reporting requirements, to the National SCORE office by the 15% of the following
month. This information is used in funding requests, planning and budget allocation.

Activity Reporting to the SBA

The Entrepreneurial Development Management Information System (EDMIS) was developed to
provide accurate information and statistics about SCORE membership, mentoring and training
activities and other operations reported to the SBA, Congress or other stakeholders. The
information is provided monthly to the National office by each chapter. This report is sent to the
SBA, SCORE district directors and each chapter. A full and accurate picture of SCORE’s
activities is dependent on timely and accurate reports from all chapters.

EDMIS data is vital to demonstrate the return on the investment in SCORE made by Congress
and the SBA.

Forms

To facilitate chapter reporting, all necessary forms available to download on the Volunteer
Center website. Forms are updated from time to time and chapters are required to use the most
recent version of all forms.

Note: SBA forms approved by the Office of Management and Budget (OMB), including Form

641- chuest for Mentoring and Form 888-Management Training Report, may not be changed
without prior approval of the originating agency.
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The following forms are available to download from the Volunteer Center:

Form 3, Chapter Annual Report. Provides data for the past fiscal year about the
chapter. Must be received by the district director by October 31. District directors must
forward the completed Form 3 and all attichihents to the National office by the 1 Friday
of November. The ending balance on Form 3 should be the same as the reconciled bank
balance.

Form 4, Application for Volunteer Membership. Must be completed by all new
volunteers. An applicant is not a volunteer and is not protected by the Federal Tort
Claims Act and the Federal Employees Compensation Act until the completed Form 4 is
entered into SCORE CRM. A copy of the completed application should be placed in the
volunteer’s personnel file.

Form 11, Application for Awards, See Chapter 7, National and Chapter Achievement
Awards, for more information.

Form 14, Total Expense Reimbursement Form. SCORE volunteers or chapters must
submit this form to be reimbursed for out-of-pocket expenses, with the necessary
approval/signatures, to the National SCORE office. See Chapter 6, Total Expense
Reimbursement System, for more information.

Form 15, Acknowledgement of Receipt of Gift to SCORE, Chapters should complete
this form upon receipt of gifts, either in kind or cash. Give a copy to the donor and retain
a copy for chapter records.

Form 16, SCORE Chapter On-Site Review (SOSR). This form is used by district
directors or their designate to monitor and support chapter performance and measure
compliance with the Chapter Minimum Standards. This review should be conducted at
least annually.

Form 22, Model Bylaws for Chapters. All chapters must maintain up-to-date chapter
bylaws that are current and reflect chapter realities. Chapters must also maintain written
instructions that list job descriptions, functions or policies that may be unique to the
chapter.

Form 23, Congressional Contact Report. To be completed when contact is made with a
member of Congress or congressional staff, Contact can be in person or in writing. The
contact must be face-to-face to be counted toward the chapter’s goal. A copy of this form
must be sent to the National SCORE office for a chapter to receive credit. This also
enables the association office to contact the congressional office in Washington to follow
up on the original contact.

Form 24, Chapter Membership Agreement. This form must be completed and signed
by all parties before a chapter charter will be issued.
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e Form 25, Chapter Chair’s Oath of Office. This form is used when installing a new
chapter chair.

» Form 30, Small Business Success Profile. This form must be completed by the SCORE
mentor and signed by the business owner for release of information. This form is also
used to update success stories for goals reporting.

¢ Form 35, Tabletop Display Reservation. This form may be used to reserve one of the
tabletop display booths.

¢ Forms 100 and 101, Chapter Expense Voucher Transmittal Sheets. These forms are
used to submit expense vouchers (Form 14) to the National SCORE office. Chapters must
complete Form 100 to accompany the expense vouchers and, at the district director’s
discretion, send the forms directly to the National office or to the district director. If Form
100 is sent to the district director, then Form 101 must be completed by the district
director before forwarding the expense vouchers to the National office. Each district
director will determine the process used by his or her chapters.

e Form 641, Request for Mentoring. This form is for both the client and the volunteer to
complete. [Note: No other changes can be made to these forms without permission from
the U.S. Office of Management and Budget and the SBA.] The request for mentoring is
initiated by the client completing Parts I and II of the form. The volunteer must complete
a Part 1] of the form after each mentoring session.

» Form 888, Management Training Report. This form is used to record workshop
information and attendance.

¢ Chapter Goals Form. All chapters are required to determine goals for the next fiscal
year. Goals are used to help the association project and measure growth and success.
Progress toward goals will be taken into account during the budget process. Chapters and
district directors may review the monthly goals report from the National office showing
progress toward their goals on the Volunteer Center website.

NOTE: A chapter’s charter may be revoked if it consistently fails to provide the reports
required by the National SCORE office.
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Retention of Forms

The chapter must be able to produce a copy of the forms associated with providing client
services. The chapter may do this either through its EDMIS system or by preserving a dedicated
and secure space to keep and maintain chapter records that is accessible to the membership. All
forms, including Forms 641 and the workshop sign-in sheets, must be able to be produced for
four years, except as otherwise noted in the SOM.

All records pertaining to volunteers, including membership applications, must be able to be

produced for seven years after a volunteer leaves SCORE. It is strongly recommended that
electronic copies (files or scans) of these records are maintained.
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Chapter 5: Mentoring, Workshops and Case Reporting

All chapters are required to collect and input all relevant client information into the SCORE
CRM system, regardless of whether the interaction is classified as a mentoring session. This
includes all workshop participants.

For SBA reporting, all chapters are required to use the following definitions of mentoring
sessions and workshops.

Client Eligibility - SCORE clients must be U.S. citizens or green card holders. This includes
foreign nationals.

Face-to-Face Mentoring

Mentoring occurs when a SCORE mentor or team of mentors receives a request for business
advice and responds by providing substantive advice. The client must complete Form 641,

Request for Mentoring, Part I & I1. In addition:

¢ The initial mentoring case or session must be 60 minutes or more in length in order to be
reported as a case and the information is captured on Form 641, Request for Mentoring.

o NOTE: There is no time requirement for subsequent visits (follow-ons).
* Preparatory time is reported in addition to the length of a mentoring session.

& To be counted as a mentoring case or session, the advice given should be of sufficient
value to have resulted in a billable client service by a paid consultant.

* A session with two or more individuals representing a single business entity or client
counts as one mentoring session or case.

* A session with two or more mentors (team mentoring) and a single business entity or
client counts as one mentoring session or case.

* Travel time will be tracked so that mentors are credited with having worked the time, but
this will not be included in the length of a mentoring session nor is the time credited to
the mentoring session.

Online Mentoring

The following guidelines apply for online mentoring

¢ The initial mentoring case or session must be 30 minutes or more in length in order to be
reported as a case and the information is captured on Form 641, Request for Mentoring.
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The time requirement includes research and prep time in addition to the actual response
creation time.

o NOTE: There is not time requirement for subsequent sessions (follow-ons).
* Preparatory time is reported in addition to the length of a mentoring session.
* To be counted as a mentoring case or session, the advice given should be of sufficient
value to have resulted in a billable client service by a paid consultant.
Skype, Telephone, and other modes of Mentoring
e The initial mentoring case or session must be 30 minutes or more in length in order to be
reported as a case and the information is captured on Form 641, Request for Mentoring.
There is not time requirement for subsequent sessions (follow-ons).
s Preparatory time is reported in addition to the length of a mentoring session.
* To be counted as a mentoring case or session, the advice given should be of sufficient
value to have resulted in a billable client service by a paid consultant.
FOLLOW ON RULES
What Does Not Constitute Mentoring

Providing non-business information or advice is not counted as a case or session. The following
are examples of some of the activities that do not constitute a mentoring case or a session:

e Client calls for and receives directions to the chapter or information about office hours or
SCORE activities.

s Client calls for and receives the telephone numbers of local or state government offices
for business registration or other contact information for other potential resources.

*  Client visits or is referred to a chapter, mentor or website for information.

» Client registers on a chapter or volunteer website for any purpose other than a request for
online mentoring,.

e Client downloads information, software, templates or other files from a chapter volunteer
or other website without mentor contact that meets the definition of a case.

o Client is sent an email newsletter or other information electronically without additional
mentor contact that meets the definition of a case.
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Mentor contacts a client for the purpose of scheduling a meeting, and the conversation
does not meet the definition of a case.

Mentor contacts a client for the purpose of following up or checking in, and the
conversation does not meet the definition of a case.

Workshops / Webinars

A workshop is an educational or training program for a group of individual attendees (non-
SCORE volunteers) on a business-related subject. A workshop may be conducted live (local) or
as a webinar or e-training.

This activity may be sponsored by either SCORE or another entity, with SCORE participating.

A local workshop must be a minimum of one hour and include two or more clients in attendance.

Attendees must register and attend the workshop to be counted, and their contact
information must be collected (name, email address, phone number).

For co-sponsored workshops with another SBA resource partner (for example, a
Women’s Business Center [WBC] or Small Business Development Center [SBDC)), all
partners may count all attendees if each resource partner contributes a significant amount
of presentation time (defined as one hour or more per partner).

An agenda is required for every workshop.

An attendee list or sign-in sheet must be completed at every workshop and kept on file at
the chapter for four years.

An evaluation sheet must be made available for completion by attendees for every
training workshop.

Online e-training/webinars/workshops must be a minimum of 30 minutes and include one
or more clients participating and delivered via a computer and/or the internet.

Must include a registration process

Must include an evaluative process

What Does Not Constitute a Workshop

Following are examples of activities that do not constitute a workshop:
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e Chapter volunteers staff an exhibit booth at a trade show and interact with attendees.

e Chapter volunteer speaks at a local service club, for the purpose of recruiting volunteers
or educating the organization about SCORE.

s Chapter volunteer participates in a television, radio or webcast presentation on a
business-related topic, for which participants do not register or for which attendance is
not or cannot be taken.

¢ Chapter volunteer participates in a workshop sponsored by a third party, and the
volunteer’s remarks are limited to recruiting or an overview of SCORE services.

Case Reporting

A request for mentoring is generated when a client submits a signed Form 641, Request for
Mentoring, or a request for online mentoring. In the case of online mentoring, the client’s request
for mentoring serves as Form 641 and the mentor’s response serves as Form 641, Part 111

For online mentoring, SCORE's CRM automatically captures the initial online mentoring
session.

Available supporting correspondence must be retained by the chapter for four years. Retention of
information may be kept in an electronic format and produced upon request.

A completed Form 641, Part [11 is necessary for all follow-ups. Report all follow-up sessions
based on the mentoring method used—face-to-face, email/online or telephone—for that session.
Follow-ups are a good barometer of the quality of the mentoring experience.

All chapters are expected to encourage their volunteers to follow up with their clients, and each
chapter should have systems in place to ensure that mentors are meeting clients’ needs. This
includes:
e Training volunteers to use the “Mentoring Methodology” that includes the process to
encourage follow-on mentoring.
¢ Mentor evaluations.
¢ Measuring client satisfaction.

Mentors are expected to conduct themselves with professionalism.
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SCORE volunteers and chapters are eligible to have expenses reimbursed that are incurred in the
course of SCORE-related activities. To be reimbursed, SCORE volunteers must use the Total
Expense Reimbursement System (TERS) described in this chapter. The rules for reimbursement
are established by the SCORE Board of Directors, and all expenses are charged to the budget
allocated to the chapter by the district director.

Donating Expenses

Volunteers may file claims for reimbursement, but are not required to do so. They may elect to
donate their expenses by not claiming reimbursement. Volunteers may be able to deduct these
expenses from their individual income tax returns and should seek advice from their tax advisor.

Requirements for Reimbursement
Reimbursement for SCORE-related expenses will be according to the following conditions:

* Sometimes volunteers may choose to affiliate with a chapter located some distance from
home, rather than with the nearest chapter. Where this is permissible, expenses will be
reimbursed for the mileage to the chapter nearest the home only. The district director will
monitor this carefully.

* Vouchers will not be paid if the expenses occurred more than 60 days prior to the date the
expense is received by the National office. For example, an expense dated March 2 must
be received at the SCORE Association office on a properly completed form, including
approvals, on or before May 1.

* Expense vouchers received more than 60 days after the date the expense was incurred or
vouchers that are not properly documented will be referred to the district director for
disposition.

* Volunteers desiring reimbursement should submit Form 14, Total Expense
Reimbursement Form, monthly. District Directors must approve chapter expenses.

*  Volunteers must submit the expense voucher to their chapter chair, or the chait’s
designate, who will verify that the expense is appropriate, that all receipts are attached
and that the form is completed properly before approving the voucher for payment.

* A chair may not approve another chair or co-chair’s expense voucher, nor may chapter
volunteers approve a chait’s expense voucher. The voucher of a chair must be approved
by the district director. The district director must also approve all vouchers for
reimbursement that are paid directly to the chapter.
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The chair or chair’s designate will complete Form 100, Chapter Expense Voucher
Transmittal Sheet, and send it with Form 14, Total Expense Reimbursement Form, to the
district director or directly to the National office at the district director’s discretion. The
district director will instruct the chapter on one of the two allowable methods for
submitting expenses. A copy of Form 100 should be retained for follow-up purposes.

If the district director elects to approve all chapter Form 14s, Total Expense
Reimbursement Form, the district director will prepare Form 101, Chapter Expense
Voucher Transmittal Sheet, and authorize payment of the Form 14s by signing Form 101.
Several times each month, the district director should forward the expense vouchers to
the Nationa! SCORE office for payment.

If the district director is unable to perform these functions, the assistant district director
may perform them.

The National office will not reimburse vouchers that are not accompanied by the required
forms and approval signatures. Such claims will be returned to the chapter chair or
district director for appropriate completion.

The National office does not provide quantities of forms, including Forms 14, 100 or 101.
All forms can be downloaded from the Volunteer Center website. Only expenses
submitted on the current Form 14 will be paid.

All payments will be made by check only.

Travel will be reimbursed at the SCORE-approved mileage rate that was in effect on the
day the approved travel expense is incurred. The mileage rate is determined by the
SCORE Board of Directors.

Per Diem rates used by SCORE are contained in the General Services Administration
(GSA) publication Federal Travel Regulations (FTR) and are periodically revised.
Maximum permissible lodging, taxes, meals and incidental expenses (M&IE) are
contained in the FTR. Reimbursements may not exceed these amounts. M&IE is
reimbursed for travel on partial days at a flat three-quarters of the daily per diem. To be
eligible for the partial per diem, a volunteer must be away from home for 12 hours or
more.

Chapters may institute a policy limiting expenses that are to be reimbursed, with the
approval of the district director.

No expenses can be claimed for attendance at any social event,

When two or more volunteers travel together, only the volunteer who incurs the expense
may file for reimbursement.
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Reimbursable Expenses

Reimbursable expenses include costs associated with the following activities:

Mentoring. Commuting expenses or mileage at the SCORE-approved rate to and from
SCORE offices or mentoring locations, a client’s place of business and research sites on
behalf of a client. The cost of tolls, parking, public transportation and taxis is allowed. A
receipt is required for all expenses gver $25.00.

Chapter meetings. Travel to and from chapter meetings. This payment is a local chapter
policy decision, with the approval of the district director.

Chapter operations. Expenses incurred by chapter officers and committee members to
maintain the efficient operation of the chapter. This includes expenses incurred by
volunteers performing administrative duties for the chapter and expenses incurred in the
planning and production of workshops. Reimbursement can be made directly to the
chapter for postage, equipment, office supplies, publications, marketing, rent and other
chapter expenses.

District meetings. Expenses incurred in attending district meetings. Only those
volunteers invited to the meetings are authorized to claim reimbursement. SCORE funds
cannot be used to cover the cost of alcohol. Attendees are responsible for their incidental
expenses.

National meetings. Covers the costs of travel and approved expenses for any meetings
sponsored by the National office. All invited attendees may use this account.

Training. Expenses incurred to plan, produce or attend chapter-training sessions.

Promotion of SCORE. Expenses incurred giving speeches representing SCORE to the
local community.

Registration fees for SBA and non-SBA-sponsored events. These are reimbursable as
a means of paying for meeting rooms, breaks, banquets, audio-visual equipment rentals
and the like. The cost of any meals included in the registration fee must be deducted from
the per diem allowance.

Note: The cost of contributed items must not be charged to the chapter or district budget. For
example, if volunteers are attending a meeting where someone else is hosting a luncheon, the
cost of that luncheon must be deducted from the per diem.
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Expense Guidelines for District Directors

The following expense guidelines apply to district directors. District directors are responsible
for:

» Establishing separate budgets for district and chapter expenses.
¢ Allocating and monitoring chapter budgets, and encouraging a monthly reconciliation.

¢ Submitting their own expense vouchers for approval to the SCORE Vice President of
Field Operations or his or her designate.

Completing Form 14, Total Expense Reimbursement Form
Follow these directions to complete Form 14:
Box 1, Chapter and District Expenses
¢ Chapter expenses: complete the box in full.
e District expenses: omit the chapter number.
Box 3, Social Security Number

The last 4 digits of the social security number are required to properly reimburse a volunteer for
expenses. For reimbursements paid directly to the chapter, only the chapter number is required.

Boxes 10 and 11, Approval Signatures

¢ Form 14 must be signed by the claimant and approved by the chapter chair or the chair’s
designate.

* The district director must approve Form 14 for chapter chairs and reimbursements paid
directly to the chapter.

¢ Form 14 for district directors must be approved by the SCORE Vice President of Field
Operations or his or her designate,
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Accounting Classification Codes

Form 14 contains the following accounting classification codes. These codes are used to allocate
expenses:

(1) Mentoring. This includes all travel and related expenses incurred when mentoring a
client. All volunteers may use this account.

(2) Mentoring development and support. Includes expenses incurred that are not related to
mentoring. These include travel to chapter offices and meetings, travel for non-mentoring
duties, expenses incurred by the chapter (including telephone), office supplies, office
equipment and expenses for developing or conducting workshops.

(3) Training. Includes expenses incurred for volunteer training. This includes travel to
district meetings or special training sessions. It also includes the costs of materials used
in training.

(4) District director and assistant district director travel. Includes expenses incurred by
the district director and assistant district director while administering district operations.
Only district directors and assistant district directors may use this account.

(5) District meetings. Covers travel and all approved expenses while attending a district
meeting. All volunteers authorized to attend the meeting may use this account.

(6) District director annual conference. Covers travel and approved expenses while
attending the annual conference. All invited attendees may use this account.

(7) Meetings. Covers the costs of travel and approved expenses for any meetings sponsored
by the National office. All invited attendees may use this account.

(8) Board of directors meetings. Covers the costs of travel and approved expenses to attend
SCORE Association board meetings. All board members and invited attendees may use
this account.

Processing of Vouchers

The SCORE National office processes expense vouchers daily and prints checks once a week.
All vouchers received by the last day of the month are included in the monthly reports provided
to district directors. These monthly reports provide district directors with the status of their
budgets-and those of their chapters: Monthly reports are sent to each district director and
assistant district director prior to the 10" of each month. -
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Least Cost Principle

SCORE will reimburse expenses using the “least cost” principle. For example, if it is possible to
rent a car and drive to a district meeting rather than fly there, and it costs less to do so, SCORE
will reimburse only an amount equivalent to the cost of renting the car. This least cost principle
also applies to parking fees and the use of public transportation. Volunteers should keep this
reimbursement principle in mind and minimize costs whenever possible.
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Chapter 7: Sources and Uses of Chapters Funds

Each district is provided an annual operating budget to cover most SCORE-related district and
chapter expenses for the fiscal year. District directors allocate funds for district and chapter
expenses, and all funds are available on a reimbursement basis. In addition to the annual
allocation, each chapter must have ongoing fundraising efforts to ensure that the chapter’s future
operations for one year are maintained (but not more than two years).

Use of Funds

Chapters may use their annual allocation to reimburse volunteers or the chapter for expenses that
support the mission of SCORE. However, chapter funds may also be used to cover any of these
expenses. Chapter funds cannot be used for expenses of a personal nature or for the
personal benefit of the chapter’s volunteers.

The following, subject to the district director’s concurrence, are some of the ways chapter
treasuries and the chapter’s annual allocation from the National SCORE office administered by
the district director may be used:

¢ Clerical support providers

IT CANNOT BE MORE HIGHLY STRESSED THAT THE CHAPTER SHOULD
MAKE EVERY ATTEMPT TO RECRUIT A VOLUNTEER TO FILL THE
FUNCTIONS OF A PAID CLERICAL SUPPORT PROVIDER. Chapters successfully
recruiting for this position have frequently.done so outside of normal recruiting channels
for mentors. Searching for, recruiting and networking with volunteers with experience in
administration (for example: past executive administrators and office managers) that may
not have the experience or background to mentor small business owners are perfect
examples of the type of volunteer that can contribute in a valuable manner to SCORE.

If a clerical support is deemed to require an outside contractor, the chapter must use a
national, local or regional provider of temporary employment services, The local or
regional provider must furnish evidence or certify that it is authorized to act as such in its
state or local jurisdiction and that it complies with all applicable federal and state payroll
tax laws and other applicable requirements. A copy of the contract between the local or
regional provider and the SCORE chapter or district must be furnished to the National
office for approval. The contract must be reviewed and renewed annually. The National
SCORE office WILL NOT reimburse third party clerical expenses for any provider
with a contract not renewed within a 12 month time period, The local provider cannot
be or include a SCORE volunteer. The local provider must be available to provide
clerical services to more than one customer,

Some chapters have in the past contracted directly with an independent contractor for

providing clerical services - one that is not affiliated with a third party. This process is
discouraged due to a number of reasons, including the increased liability on both the
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SCORE chapter and SCORE Association. If the chapter pursues an independent clerical
administrative contract, ONLY THE SCORE VICE PRESIDENT OF FIELD
OFPERATIONS OR THE SCORE CEO CAN ACCEPT AND. SIGN THE

INi d deny th €

h
mdegendenr gmwder almgeﬂter, Independent contractors are requ:red to sign SCORE’s
agreement annually (See Appendix for approved independent contract agreement).

Additionally, any independent contractor must complete a Form 1099. The independent
contractor reports to the chapter chair.

Postage, office supplies, office equipment, software, publications, furniture,
property and liability insurance, volunteer recognition and chapter rent. Chapters
should submit Form 14, Total Expense Reimbursement Form, to the National office. The
chapter chair or the chair’s designee and the district director must approve expenses
reimbursed to the chapter.

Advertising and marketing programs to enhance public knowledge and client
awareness of SCORE services and the recruitment of volunteers.

Workshop activities, including advertising, purchase of materials, equipment for
presentations and room rental costs.

Promotion of and cooperation in activities with other groups or agencies that
support small businesses, including dues or registration fees.

Travel expenses, including mileage, parking, taxis, per diem, airfare, hotel expenses
and miscellaneous expenses will be reimbursed to volunteers via a properly completed
and approved Form 14, Total Expense Reimbursement Form. Reimbursement is at the
discretion of the chapter when approved by the district director. Mileage will be paid at a
rate determined by the SCORE Board of Directors.

All expenses other than clerical must be submitted on Form 14, Total Expense Reimbursement
Form. Chapters may be reimbursed directly for expenses with a properly approved Form 14.
District directors must approve Form 14s paid directly to chapters and chapter chairs.

Notes on Funds

Following is additional information on the use of chapter funds:

Chapters are responsible for the expenses of their branches. The chapter chair or the
chair’s designee must approve all expenses for branches, including those of the
volunteers.

All chapter funds belong to the SCORE Association. If the chapter closes for any reason,
all monies revert to the SCORE National office.
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Chapter 7: Sources and Uses of Chapter Funds

» All items, including computer equipment, postage meters, telephones and supplies
purchased with chapter funds or appropriated funds are for official SCORE business.
This includes items donated in the name of SCORE.

* Each year, all chapters are required to submit Form 3, Chapter Annual Report. This isa
mandatory requirement for all chapters. Failure to complete and submit a Form 3 may
result in the chapter being revoked. The Form 3 and instructions are available to
download on the Volunteer Center.

* Chapters should engage in fundraising activities to ensure that the chapter’s future
operation for one year is maintained. Chapters should hold more than one year of
operating funds in their treasuries, but not more than two years’ worth of funds.

Sources of Income
Donations

Chapters are encouraged to solicit and accept donations of funds, property or services from
outside sources in order to assist them in their activities.

All SCORE chapters receive their federal tax-exempt status under the umbrella of the national
association. The entire SCORE organization is covered under a single tax identification number
52-1067290. The association files a consolidated IRS Form 990 that includes alf chapters.
Chapters are not required to file a separate Form 990, Return of Organization Exempt from
Income Tax, with the IRS.

Gifts to chapters with tax-exempt status are tax deductible for the donor. Form 15,
Acknowledgement of Receipt of Gift to SCORE, should be completed by the chapter and given
to the donor. Chapters must provide a copy of Form 15, Acknowledgment of Receipt of Gift to
SCORE, to all donors of $250 or more.

Chapters should notify the district director before initiating a general or broad solicitation of
funds from outside parties, and they should notify the SCORE Vice President of Field
Operations and district director before soliciting or accepting a gift of funds in excess of $10,000
from any one contributor in one year.

Financial Practices and Procedures

Chapters should establish financial practices and procedures similar to those required for any
small business or non-profit organization. The following should be included in those procedures:

s The requirement for two signatures on any disbursement of $2,000 or more,

* Documentation authorizing each disbursement supporting that it was for a legitimate
chapter expense.
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Chapter 8: National and Chapter Achievement Awards

The SCORE Association has a national and chapter awards program that recognizes individual
volunteers and chapters that have made exceptional contributions to SCORE.
National Awards

Candidates from all SCORE chapters are considered for the following two awards.

The Platinum Leadership Award and Certificate
s This is the highest award that can be given by the association. The volunteer receiving it
must have demonstrated meritorious service and made a significant contribution to
SCORE. To be eligible for this award, a volunteer must have provided a minimum of
seven years of meritorious service and have served in a position of leadership during that
period.
The award is initiated by resolution of the chapter’s Executive Committee and must be:

» Accompanied by written documentation verifying that the eligibility requirements have
been met.

s Accompanied by a completed Form 11, Application for Awards.
* Approved by the district director.
* Authorized by the SCORE CEO.

s Issued by the National SCORE office.
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The Gold Member Award and Certificate

This is the highest award that can be given to a volunteer who has not held a position of
leadership with SCORE. To be eligible for this award, a volunteer must have provided a
minimum of seven years of distinguished service and made an exceptional contribution to the
chapter and the association through activities such as:

e Workshop participation.
¢ Administrative roles,
s Community service and outreach programs.

The award is initiated by resolution of the chapter’s Executive Committee and must be:

* Accompanied by written documentation verifying that the eligibility requirements
have been met.

Accompanied by a completed Form 11, Application for Awards.

Approved by the district director.

Authorized by the SCORE CEO.

Issued by the National SCORE office.

LIS B N

Chapter Awards

These awards are given at the chapter level in recognition of exemplary volunteer service.

The Award of Meritorious Service

This award is given to volunteers who have consistently provided above-average service to the
chapter and are terminating their SCORE membership for any of the following reasons:

¢ Health, medical disability or death (The award may be issued posthumously).

o Family illness where the volunteer leaves SCORE to attend to a family member (This
does not include those who seek a temporary leave of absence).

* Personal, such as pursuing other interests, family matters or other situations that prevent
the volunteer’s continuing commitment to SCORE.

This award is a local decision and is administered by the chapter and the district. The eligibility
requirements are as follows:

¢ A minimum of five years of service to the chapter.
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s Anabove-average contribution of services that may include mentoring, workshop
activities or administrative service.

The chapter initiates and issues the award with the district director’s approval. This award should
not be given to volunteers whose service has been less than satisfactory.

Send a completed Form 11, Application for Awards, to the National office when requesting this
award.

The Distinguished Service Award

This award honors SCORE volunteers and paid or volunteer chapter support personnel who have
provided excellent service to their chapters in areas such as:

Workshops

Public relations
Computers

Marketing

Recruiting
Administrative support

¥ @& & & & &

This award is initiated by the chapter chair or chapter executive committee. A written request
should be sent to the National office. Include the name of the person and the specific wording for
the award, A Distinguished Service Award Certificate may be ordered from the National office
to be signed by the chapter chair or district director.

The Emeritus Membership Certificate
SCORE has established an emeritus membership status for volunteers to recognize their
meritorious service, contribution or accomplishment on behalf of the chapter. This is an honorary
membership position that allows volunteers to continue to associate with and serve SCORE in an
as-needed advisory capacity.
A volunteer may request emeritus status or the chapter chair or chapter executive committee may
initiate emeritus status for a volunteer. The chapter chair or executive committee must approve
applications for emeritus status. An emeritus member serves the chapter in a capacity defined by
the chapter chair or chapter Executive Committee. Emeritus members:

» Wil receive all chapter publications and meeting minutes.

* May not hold chapter office.

» May participate in all chapter activities on a non-voting basis.
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* May mentor in a team with another volunteer, or group of mentors, when approved by the
chapter chair or executive committee.

*  Must reaffirm commitment to the SCORE Code of Ethics and Conduct annually.

« Will continue to receive SCORE Newsletters.
An emeritus certificate may be ordered from the National office to be signed by the chapter
chair. It includes the signature of the SCORE CEO. Chapters are asked to identify emeritus
members by using an emeritus code option on the chapter roster.
Years of Service Awards

Years of Service Awards and certificates are available based on years of service with SCORE (5
through 30 years in 5-year increments).

A chapter officer may request years of service awards and certificates. All requests must be in
writing and include the recipient’s name. Submit the request (via fax, email or U.S. mail) to the
National SCORE office.

Honorary Membership

Honorary membership is extended to those who have provided ongoing support of SCORE’s
mission and significant contributions to SCORE. Honorary membership is intended for people
who are not SCORE volunteers, For example, an honorary member could be a member of
Congress, or someone who donates money, space or in-kind services that support the mission
and growth of SCORE).

A chapter officer may request honorary membership. All requests must be in writing and include

the recipient’s name and address. Submit the request (via fax, email or U.S. mail) to the National
SCORE office.

Other Awards

In addition to national and chapter awards, SCORE presents several special awards.

The Walter H. Channing Award of Excellence

This award is given to an organization or volunteer who has consistently provided outstanding
servicé to the SCORE Association. Nomination for the award shall be initiated by a chapter,
district director, board member or the SCORE CEQ, presented to the Executive Committee of
the board for approval and approved by at least 75 percent of the board. It must be accompanied
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by written documentation that the eligibility criteria have been met. The award will be issued by
the National SCORE office. The award does not have to be given each year.

The eligibility requirements for this award are:

»  The recipient must have made a significant contribution to the progress, growth and
development of the SCORE Association.

» The activity or participation with SCORE exceeds expectation.

¢. The contribution has been continuous and long term.

The Eugene F. Rowan Memorial Award

This award honors volunteers who have significantly contributed to SCORE’s Congressional
Information Program. This award was established in memory of Eugene F. Rowan, former
SCORE director of legislative affairs.

The award is initiated and given by the SCORE CEO.

The Alice Brown Award of Excellence

This award is given to chapters and/or districts which have consistently provided outstanding
service to the SCORE Association. Nomination for the award shall be initiated by a chapter,
district director, board member or the SCORE CEO, presented to the Executive Committee of
the board for approval and approved by at least 75 percent of the board. It must be accompanied
by written documentation that the eligibility criteria have been met. The award will be issued by
the SCORE Association Board of Directors. i
The eligibility requirements for this award are:

# The recipient must have made a significant contribution to the progress, financial growth
and development of the SCORE Association.

¢ The activity or participation with SCORE exceeds expectation.

¢ The contributions have been continuous and long term.
Chapter Recognition Programs

The SCORE Association provides national recognition and awards to chapters meeting or
exceeding the established national criteria and to chapters that have developed successful
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programs that benefit their community and/or the SCORE Association. All chapters are
encouraged to apply for these awards.

District Chapter of the Year Award

Chapters can be recognized annually by the district director when they achieve outstanding
performance. The criteria will be established in the goal setting process and performance
evaluated at the end of the fiscal year. Chapters will evaluate their performance against the
District Chapter of the Year criteria and submit their evaluation to their district director. All
submissions for the District Chapter of the Year Award must follow the criteria for the National
Chapter of the Year. Only the chapter selected as the District Chapter of the Year will be
considered for the National Chapter of the Year Award.

District directors should submit to the Nationa! office the name of the chapter to be recognized as
the District Chapter of the Year. All submissions for the District Chapter of the Year Award
must follow the criteria for the National Chapter of the Year. Only the chapter selected as the
District Chapter of the Year will be considered for the National Chapter of the Year Award.

Each district winner will receive a certificate and a plaque signed by the SCORE CEO. Each
winning chapter will also be honored in a SCORE publication/newsletter and on the SCORE
website. Also, winning chapters will receive templates for assistance with media coverage.

District directors should submit the name of the chapter selected in their district to the National
office by January 31.

National Chapter of the Year (COTY) Award

Chapters requesting consideration for the National Chapter of the Year Award must submit the
required documentation to the district director no later than December 31 for the fiscal year
ending the previous September 30.

Each district director may submit only one chapter to the SCORE Association office for
consideration as the National Chapter of the Year no later than January 31. One chapter from
each district is selected as a finalist by February 20. A committee of SCORE volunteers will
make the final selection no later than March 15.

The application should include the chapter narrative outlined below as well as the final
performance data and goals reports for the year and the most recent Form 16 SCORE On-Site
Review Form. Remedial action of deficiencies noted thereon will be documented. Chapters must
be in compliance with the Chapter Minimum Standards.

National Chapter of the Year Award Criteria

NEW CRITERIA AND APPLICATION PROCESS FOR CHAPTER OF THE YEAR WILL BE
UPDATED BY OCTOBER 1, 2013.
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Presentation of the National Chapter of the Year Award

The National Chapter of the Year Award is presented to the representative of the winning
chapter at the annual SBA Small Business Week award presentations.

The winning chapter designates the person most responsible for the chapter’s success to receive
the award.

Chapter volunteers receive an appropriate gift as recognition of their contribution to the
achievements of the chapter,

Individual Mentor Recognition Program

TBD. We are in the process of developing this section.
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Chapter 9: Relations with the SBA and Its Resources

SCORE works cooperatively with the SBA and its other resource partners (the SBDC and WBC
organizations). SCORE may also work closely with other governmental and private agencies to
foster and promote small business. Consequently, it is important to be aware of the following:

e The SBA has the authority to coordinate its resources, including SCORE, in order to
leverage its effectiveness.

» SCORE volunteers maintain close cooperation with the SBA within practical
considerations of location, budget and travel.

+  Chapters and district directors have direct relations with their SBA field office
counterparts who are responsible for communication and/or support for SCORE
operations within their jurisdictions.

s When SBA asks a chapter to enter into written agreement or a Memorandum of
Understanding (MOU), the chapter should consult with the SCORE CEO about the
purpose and contents of the document.

e Each MOU has legal consequences for all parties.

¢ All such documents and MOUs shall be approved by the SCORE CEO and, if deemed
advisable, legal counsel or the board of directors. Once the MOU is approved, a copy
goes to the district director.

Communicating with the SBA

The National SCORE office keeps the SBA headquarters office informed of all association
matters and issues of national importance. 1t is also important that SBA district officials are kept
informed of local SCORE activities. As a matter of courtesy, the SBA district office should be
sent copies of all chapter newsletters as well as other appropriate communications.

In addition, the district director should:

e Serve as a conduit and facilitator for information between the SBA district office and the
SCORE chapters in the district with the exception of operating data electronically
transmitted by chapters to the National SCORE office.

Civil Rights Compliance Audits
The chapter should coordinate with the U.S. Small Business Administration (SBA) Civil Rights

Compliance (CRC) Division works to ensure compliance with nondiscrimination regulations by
SBA recipients of federal financial assistance.
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Chapter 10: Grievance and Complaint Procedures

When a SCORE volunteer, client or other person has a complaint concerning any SCORE
activity or service, there are specific procedures to follow in addressing and resolving the
grievance.

Alleged Ethics Violations

When a violation of the SCORE Code of Ethics and Conduct is alleged, every effort should be
made to resolve differences through informal discussions. Should that fail, the following
procedure should be used:

* The chapter chair will notify the volunteer in writing of the alleged violation of the Code
of Ethics and Conduct and will ask the volunteer to respond in writing to the charge.

* After an investigation of all facts and circumstances of the alleged noncompliance with
the code, and if the chapter chair and chapter Executive Committee concur that a
violation of the Code of Ethics and Conduct has taken place, the volunteer will be
notified in writing of their decision to terminate or suspend that person’s membership in
SCORE. The chapter roster will be modified accordingly and notification will be given to
the National office.

+ Ifthe chapter chair and chapter Executive Committee conclude that there has been no
violation, they will notify the volunteer in writing. If a violation is found but does not
warrant removal or suspension, a written reprimand including the reasons for such action
will be sent to the volunteer.

¢ The volunteer may make a written request for review by the district director of any
decision adverse to the volunteer, including all pertinent information concerning the
alleged violation. The district director may conclude that there was no violation or that
the corrective action taken was too severe, If so, the district director will notify the
chapter chair of that conclusion in writing, including the reasons for it, and he or she will
direct the chapter chair to amend the action taken. The district director may also affirm
the action. In either case, the volunteer will be notified in writing of the decision and its
basis.

¢ [fthe chapter chair or chapter Executive Committee is unable to resolve the violation,
and if the district director is unable to resolve the violation, the district director will
prepare a report and forward it, together with all written documentation, to the SCORE
CEO with a request for the SCORE CEQ’s intervention.

s Either the volunteer or the chapter may request, in writing, a final review by the SCORE
Executive Committee, whose decision is final and shall be communicated in writing to all
parties.
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Chapter 10: Grievance and Complaint Procedures

s Ifthe chapter chair or a member of the Executive Committee is the volunteer involved in
the alleged violation, the district director will be substituted for the chapter chair in the
proceedings.

When a district director has sufficient information to believe that a chapter volunteer or officer
has acted or plans to act in a manner that violates SCORE rules or its Code of Ethics and
Conduct and feels that immediate action is needed, the district director will notify the volunteer
or officer in writing of his or her suspension from membership or office, with these conditions:

¢ The suspension may be in effect for no more than 60 days, during which time appropriate
action is taken to resolve the matter.

¢ The district director shall provide for continued leadership of the chapter during any
suspension of the chapter chair.

Process for removing volunteers not in violation of the Code of Ethics

Membership in SCORE is a privilege. As such, membership can be revoked at any time,
including volunteers that have not broken the Code of Ethics and Conduct. There are a number
of reasons a volunteer may be removed from SCORE. These reasons include, but are not limited
to:

Consistently poor attitude.

Consistently poor client service quality.

Conduct detrimental to SCORE chapter and/or national score association.

Lack of continued skills improvement

Unwillingness or inability to adopt necessary changes in operations and service.

® 5 & s 9

The chapter chair, with approval of a majority vote of the chapter's Executive Committee, may
place any volunteer on probationary status. Any member placed on probation shall be given a
written AND verbal report noting the deficiencies as well as the desired corrective actions, The
volunteer shall be given 60 days to correct the deficiencies and meet the desired status defined.

If the volunteer corrects deficiencies, probationary status shall be removed immediately. The
volunteer will retain full membership.

If the volunteer does not correct the deficiencies, the chapter chair and executive committee shall
meet and vote on removing the volunteer. A majority vote to remove the volunteer is required
from the executive committee. !

If a volunteer regresses in behavior and ultimately starts demonstrating the original deficiencies,
the process of probation can be addressed again - this time with a 30 day corrective action
period. Should the volunteer again meet the corrective action plan, the volunteer shall be again
reinstated fully. However, if a 3rd instance arises, the Executive Committee can immediately
vote on expulsion of the volunteer without needing to go through a probationary period.
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Chapter 10: Grievance and Complaint Procedures

All written probation notices shall be copied directly to the appropriate district director and to the
SCORE Vice President of Field Operations. ALL expulsions shall be communicated direcily to
the volunteer and, within 48 hours, to the district director and SCORE Vice President of Field
Operations. The chapter must make all needed corrections to the chapter roster in the SCORE
CRM.

Ahy volﬁnteer put on probation or removed from SCORE MAY APPEAL via the process
defined in ‘Other Grievances’.

Other Grievances

When a SCORE volunteer, client or other person has any other grievance, including appeals of
local chapter decisions, the following procedure will be used:

* A written statement clearly stating the details of the grievance and the desired outcome
will be sent to the chapter chair.

s Ifthe chapter chair, chapter Executive Committee or district director is unable to resolve
the grievance, the district director will prepare a report and forward it with all written
documentation to the SCORE Vice President of Field Operations with a request for the
SCORE Vice President of Field Operations’ intervention.

® The decision by the SCORE Vice President of Field Operations shall be final and
communicated in writing to all parties.

The records of both the ethics violation and the grievance procedures shall be retained at the
National SCORE office for five years.
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Chapter 11: Chapter Formation and Termination

Chapter 11: Chapter Formation and Termination

The chapter is recognized as the most fundamental unit of SCORE because a chapter operates in
a manner to mect the needs of SCORE clients in each local community, The formation of a
chapter is serious undertaking and should be considered when SCORE has a proven history of
providing sustainable quality service in an area that is currently covered by a distant chapter.

Applying for a New Chapter

To apply for a chapter charter, the Form 24, Membership Agreement, must be signed by an
authorized representative of the applicant, endorsed by the district director and sent to the
SCORE Vice President of Field Operations. The agreement must be accompanied by additional
data supporting a conclusion that the proposed chapter is viable. All new chapters must be in
compliance with the Chapter Minimum Standards prior to the approval of the chapter charter.

The application must be approved by the SCORE Vice President of Field Operations and the
secretary of the SCORE Board of Directors. Once the application is approved:

The SCORE Vice President of Field Operations will notify the district director. The
district director will notify the applicant and appropriate SBA officials.

Officers will be elected, and essential committees will be formed.

Bylaws will be prepared and made ready for approval. These bylaws supplement the
SOM and must not void any SOM requirement.

When all operational and startup details are finalized, the secretary of the SCORE Board
of Directors will issue a charter and a chapter number.

The new chapter chair or his or her designee must attend the annual National
Leadership Conference.

If the application is not approved:

[ ]

The applicant will be notified in writing, with reasons given and suggestions as to how
the deficiencies may be overcome.

The group will be given the option of becoming a branch of an existing chapter, with the
concurrence of that chapter and district. The district director will notify the National
SCORE office of this branch decision.

When the deficiencies are overcome, the branch may be converted to an independent
chapter.
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Chapter 11: Chapter Formation and Termination

Chapter Identification

In addition to its chapter number, a chapter will identify itself by a name that represents its
community or the geographic area it services.

NOTE: A chapter name may not refer to a person or organization, except SCORE.

Chapter Criteria

All SCORE chapters must meet the following criteria in accordance with the Chapter Minimum
Standards (SCORE Form 16) in order to remain a unit member of the SCORE Association. All
chapters must:

-

Have up-to-date written bylaws that reflect chapter realities as a part of a permanent file.
Submit operational data in the SCORE CRM upon inception.

Develop and maintain the chapter website provided on www.score.org within 90 days of
receiving the chapter charter. No new chapters should have any independent website

outside of score.org.

Use only the current official SCORE brand and logos in all chapter publications (for
example: business cards, letterhead, brochures, etc.).

Maintain and implement a written business plan that is reviewed and updated annually
with the chapter membership before its submission to the district director, and per
Minimum Standards includes:

Maintain and implement a chapter operations plan, including branch activities and
budgets.

Maintain and implement a marketing plan.

Maintain and implement a fundraising plan that includes ongoing fundraising efforts to
ensure that the chapter’s future operation for one year is maintained.

Maintain and implement a recruitment plan that:
¢ Inventories the mix of current chapter volunteer’s backgrounds and skills.
¢ Targets recruitment efforts to fill the gaps and anticipated needs to ensure the

chapter can meet the service requests of its clients and the business
community they serve.
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Chapter 11: Chapter Formation and Termination

»  Attracts and recruits talented volunteers representing the gender, races and
ethnicities served by the chapter and to reflect the community.

» Contains a leadership succession plan with sufficient lead time to provide
ample training for prospective chapter officers and committee chairs.

«  Contains an outreach plan that encompasses geographic areas and those
segments of the business community currently not adequately served.

e Assures all new volunteers successfully complete the online SCORE
orientation program.

* Maintain and implement a written outreach plan that encompasses geographic areas and
those segments of the business community currently not adequately served.

*  Assure all new volunteers successfully complete chapter and district orientation to ensure
a professional and complete introduction to SCORE. The orientation must contain
information on the different roles of chapter and district as they relate to the volunteer,
including a review of the chapter bylaws and chapter operations. The new volunteers
must be assigned a mentor for their provisional period.

¢ Conduct ongoing volunteer training to improve mentoring techniques and ensure
currency of mentoring skills, including available resources and SBA programs.

* Make sure that all new volunteers have and use individual email, preferrably an
@scorevolunteer.org email address.

¢ Undergo a SCORE onsite review annually (Form 16).
» If possible, have a minimum of 15 active volunteers with the skills, experience and

willingness to devote the time to mentoring and to chapter administration and who are
able to comply with all the requirements of the organization.

Termination of a Chapter for Cause
The membership of a chapter shall continue until its charter is terminated either for cause or at
the request of the chapter or district director. Grounds for termination include the persistent

failure to meet SCORE Minimum Standards, or to meet the needs of the community or market
area by:

s Not recruiting volunteers to maintain a sustainable chapter,
+ Not removing inadequate or nonproductive volunteers.

® Not effectively serving the small business community.

56



369

Chapter 11: Chapter Formation and Termination

* A combination of the above or other deficiencies in operations that are unwarranted by
circumstances.

» Not complying with the minimum standards.

* Failing to conduct chapter operations in material and substantial accord with the SOM,
including the consistent failure to provide the information about chapter activities needed
for SCORE’s CRM.

» Failing to conduct affairs in accordance with the SCORE Code of Ethics and Conduct.
¢ Demonstrating inadequate self-management capability.

« Identifying that the potential market for a chapter is inadequate to sustain a full-scale
chapter.

s Lack of temporary or elected leadership. In this case, the district director may elect to
take one of the following course of action:

¢ Temporarily function as the chapter chair until a new chapter chair is elected or
recruited.
Assign the temporary position of chapter chair to an assistant district director.
Assign the chapter to another district chapter as a branch until such time as an
acceptable chapter chair can be identified and elected.

s Terminate the chapter,

Either the SCORE Vice President of Field Operations or district director responsible for
overseeing a chapter’s operations may initiate action to terminate the chapter when it is
coneluded, after and despite communications via in person, writing, fax or telephone and other
reasonable efforts with the chapter to assist the chapter in meeting the necessary requirements,
that one or more grounds for termination apply. Under such circumstances, the district director
will:

* Send a written notice to the chapter that states the relevant facts and circumstances
regarding the grounds for termination (a copy of this notice will also be sent to the
SCORE Vice President of Field Operations).

¢ Provide the chapter an opportunity to respond in writing, or at a meeting, within 30 days.

s If the chapter’s response provides resolutions for the deficiencies, the district director,
with the concurrence of the SCORE Vice President of Field Operations, will suspend the
proposed termination of the chapter.

* If the chapter does not provide an adequate response, the district director will send a

written notice to the SCORE Vice President of Field Operaticns setting forth the reasons
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Chapter 11: Chapter Formation and Termination

for the proposed termination and revocation of the chapter charter, and requesting their
approval.

Subject to the approval of the SCORE CEO forward the matter to the secretary of the
Board of Directors. The notice shall designate the proposed disposition of chapter funds,
records and property and other relevant matters.

Send a copy of the termination notice to the SCORE District Director, Vice President of
Field Operations, the secretary of the SCORE Board of Directors, the National SCORE
office and appropriate SBA officials.

Following approval by the Board of Directors, provide written notice of it to the chapter
and, if appropriate, establish a termination date.

Arrange for chapter volunteers who wish and are eligible to continue with SCORE
activities to form or join another chapter or to become volunteers of a branch group under
the direction of another chapter. Volunteers who elect not to join another chapter or
branch shall be removed from the roster.

Voluntary Chapter Termination

A chapter may seek voluntary termination and surrender its charter.

If a chapter self terminates, the district director shall send a written notice of the action to
the district director, SCORE Vice President of Field Operations, the National SCORE
office, the secretary of the SCORE Board of Directors and appropriate SBA officials.

The district director shall arrange for disposition of the chapter’s funds, records and
property.

The district director shall also handle the placing of chapter volunteers elsewhere or
possible branch status and other relevant matters.

Disposition of Chapter Assets Following Termination

A chapter that is being terminated (voluntarily or otherwise) may own or have a proprictary
interest in monetary funds or property, such as equipment, furnishings, publications, leases or
supplies that were obtained in the course of SCORE activities. If so, the district director is
authorized and must take the following appropriate and effective measures on a timely basis:

Secure, control and dispose of the chapter’s records, monies and property for continued
SCORE uses.
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Chapter 11: Chapter Formation and Termination

¢ Ensure assets belonging to the SBA or purchased with appropriated funds are subject to
final SBA control.

®  Chapter officers and volunteers shall assist in the disposition process,
* When a branch office is closed, similar action is to be taken by the chapter and/or the
district director.
Chapter Reinstatement

Reinstatement of a chapter charter may be considered upon a formal application that follows the
same procedures required to form a new chapter.

Note: The charter of the newly reactivated chapter may use the former chapter’s number and/or
name if still available, but will show a new formation date

Chapter Branches

A SCORE chapter may wish to extend the area it can serve by establishing a separate location or
branch capable of providing most of the services of a regular SCORE chapter. These include the
ability to:

¢ Provide mentoring on a regular, scheduled basis.
* Receive and make phone calls.

s Schedule mentoring sessions,

¢ Conduct workshops.

In addition to the above requirements, the following criteria apply to chapter branches:

» The decision to establish a branch shall be made by the chapter and approved by the
district director.

* The results of any and all branch activities shall be transmitted to the SCORE chapter
location for inclusion in the chapter’s records and reports.

¢ The branch will have a designated volunteer manager who is responsible for coordinating
branch activities and reporting.

s The chapter may establish other criteria in addition to those listed, including attendance

requirements at chapter meetings as well as the branch manager’s participation in chapter
committees.
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Chapter 11: Chapter Formation and Termination

Branches are urged to develop partnerships or affiliations with local economic
development organizations, including chambers of commerce, SBDC, Women’s Business
Centers and city, county or state sponsored organizations,

If a branch requests to become a chapter, it shall meet all the criteria necessary for the
establishment of a SCORE chapter.

Branches may not have bank accounts. All income and expenses of the branch will be

handled by the chapter. All branch income and expenses must be reported by the chapter
on the chapter’s Form 3, Chapter Annual Report.
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Chapter 12: Statutory, Legal and Insurance Issues

SCORE volunteers have special responsibilities, rights and privileges that originate from:

The statutory laws and rules under which the SCORE volunteer program is established
and conducted.

The operational rules established by SCORE.

Each chapter is obliged to inform its volunteers of these rights and responsibilities, and each
volunteer should be aware of them.

Further, all available legal protections are afforded SCORE volunteers while conducting official
SCORE business. Protections do not extend to non-SCORE activities.

Federal Statutes That Apply to SCORE

SCORE operates under the aegis of the U.S. Small Business Administration (SBA). The SBA
performs functions authorized by federally enacted laws.

The federal laws that apply to SCORE are found in Chapter 14A of Title 15 of the United
States Code (Small Business Act Section 8(b)). The provisions of that Act require the
SBA to provide technical, managerial and informational aids to small business concerns.
Section 637(b) of the Act authorizes the SBA to financially support SCORE and other
volunteer programs assisting the SBA in the |‘(;,)et‘fm'mance of its duties under the Act. This
coverage does not extend to contractors or 3" parties.

The Small Business Act allows the SBA to reimburse SCORE volunteers for all
necessary out-of-pocket expenses incident to their SCORE services, as approved by the
chapter, district and national levels.

Title 42 United States Code, Section 15401 also offers volunteers in nonprofit
organizations, such as SCORE, immunity from liability from acts of negligence, provided
the volunteer is acting within the scope of his/her duties and harm was not caused by
willful or criminal misconduet, gross negligence, reckless misconduct or while operating
a vehicle. This coverage does not extend to contractors or 3 parties.

In addition, the law contains other provisions and benefits for SCORE volunteers. They include:

The personal protections that federal employees have under the Federal Tort Claims Act
(FTCA) if SCORE volunteers are accused of negligent or wrongful acts while engaged in
SCORE activities and thereby become liable for damages to the claimant.
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The benefits federal employees have for compensation under the Federal Employees
Compensation Act (FECA) should a volunteer be injured or killed while engaged in
SCORE work. (See Work Injuries below for more information.)

Counsel, counsel fees, court costs, bail and other expenses incidental to defending
SCORE volunteers as parties in judicial or administrative proceedings that arise directly
from their performance of SCORE activities,

Declaring that reimbursement to SCORE volunteers for expenses incurred in their
provision of SCORE services is not compensation or wages for tax or other purposes.

Civil Claims and Lawsuits

Under current law, except for certain generally stated situations, SCORE volunteers are protected
under the Federal Tort Claims Act (FTCA) and are not subject to civil claims or lawsuits
connected with SCORE activities and will not be held liable for paying monetary damages, even
if they committed the torts. The U.S. government will take over and defend the action and make
payments, unless:

-

The volunteer is found to have committed the tort while acting outside the scope of
SCORE activities. The Act does not cover SCORE volunteers for libel, slander, assault,
battery or any discrimination claims. Generally speaking, if the wrong is committed with
malice or intent to injure, or if the act is done with such gross negligence as to be willful,
the volunteer may be found not to be working for SCORE. The U.S. government believes
its employees should have personal responsibility in those instances. SCORE agrees that
the same principle should apply to SCORE volunteers.

The volunteer is found to be responsible for a “constitutional” tort. A constitutional tort is
a wrong committed in violation of one or more of the fundamental rights found in the
U.S. Constitution, that is, unlawful search of a home or person, cruel and unusual
punishment or deprivation of the right to liberty or due process. It is unlikely such a tort
would be committed by a volunteer in the course of SCORE work.

The volunteer acted contrary to a specific statute that (regardless of the FTCA) allows
federal employees to be personally liable for the tort. There are currently no specific
statutes applicable to SCORE volunteers under this exception.

If there is an incident that might create the basis for a claim against or involving a SCORE
volunteer, or notice of a claim is made or threatened, the chapter chair, district director and
SCORE Vice President of Field Operations shall be promptly notified.
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Chapter 12: Statutory, Legal and Insurance Issues

Government Shutdowns

During a government shutdown, under NO circumstances can any SCORE activities be
conducted in a federal building. This includes mentoring, workshops and reporting. However,
volunteers are free to conduct mentoring sessions, workshops, and any other SCORE-related
activities outside of federal buildings.

SCORE volunteers will continue to have full coverage of liability protections. These benefits
include coverage by the Federal Tort Claims Act and the Federal Employees Compensation Act
and reimbursement by the SCORE Association office from appropriated funds for out-of-pocket
expenses or clerical support.

Work Injuries

Work injuries for SCORE volunteers are covered. The law states that volunteers who are
physically injured or killed while performing SCORE activities shall be entitled to “the same
death or disability” benefits that federal employees are entitled to under the Federal Employees
Compensation Act. This coverage extends to accidents while traveling on official SCORE
business.

* Accident reports and claim forms are submitted to and handled by the SBA and
transmitted by the SBA to the U.S. Department of Labor for processing and decision.

» [fthere is any question about whether a volunteer is entitled to make such a claim, the
National SCORE office is available for assistance.

Tax Benefits to Volunteers
Tax benefits accrue to SCORE volunteers. A volunteer may deduct, as a charitable contribution,
the reasonable, ordinary and necessary out-of-pocket expenses incident to SCORE services to the
extent they exceed the amount of any reimbursement.
NOTE: It is the volunteer’s responsibility to maintain adequate records that establish the amount,
nature and purpose of each expenditure for which reimbursement is sought or for which the tax
deduction is claimed. Consult with a tax advisor for advice.
SCORE’s Tax-Exempt Status
SCORE is a non-profit corporation organized in the District of Columbia for charitable and

educational purposes and has received income tax-exempt status from the U.S. Internal Revenue
Service and from the District of Columbia. Accordingly:
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ALL MONIES RAISED, including chapter level revenues from workshop programs,
through SCORE activities should be considered federal monies. PLEASE NOTE: no
federal monies can be used as donations to any other organization.

Please also note that no SCORE monies are allowed to be invested, donated, awarded or
given in any other capacity to any SCORE client.

Donations made to SCORE are not taxable as income to SCORE, and donors may declare
them as income tax deductions made to a charitable organization.

All gifts, in cash or in kind (that is, services or property), shall be used solely to foster
and promote SCORE operations.

In-kind gifts may, for example, include office equipment, donated space, advertising,
printing and publications.

Each chapter shall permanently keep the document that designates SCORE’s tax-exempt
status in its office files. SCORE chapters are not independent legal entities nor should
any SCORE chapter have its own federal tax-exempt status.

The SCORE Association annually files a consolidated IRS Form 990 to include all of
SCORE. All SCORE chapters must report financial information of the chapter to the
National office on Form 3, Chapter Annual Report, within the deadlines, in order to
remain in good standing with the SCORE Association and the IRS.

The SCORE Foundation, a 501{(c) (3) nonprofit organization and public charity, was
established to raise funds to support SCORE in its outreach and for the financial
assistance of the SCORE Association for both now and in the future. The Foundation
seeks funds through individual donors, corporations and foundations. Donations that are
made to the SCORE Foundation are not taxable to the Foundation and are tax deductible
to the donor.

Reporting Income

All income regardless of the source must be reported annually on Form 3, Chapter Annual
Report, including, but not limited to the following:
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Bank interest.

Donor gifts.

Dues and volunteer contributions.
Reimbursement of clerical expenses.
Sales of publications.

Workshop fees.

All these should be included as gross income for a chapter when completing Form 3, Chapter
Annual Report.
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State and Local Taxes

To avoid paying state or local sales, income or excise taxes, including room taxes, chapters may
wish to seek state income tax and sales tax exemptions. Obtaining such exemptions is the
responsibility of the chapter. Please be aware that not all states grant tax exemption to SCORE
chapters.

Tax Exemption and Employer Identification Numbers

In 1976, the national organization of SCORE was granted federal tax-exempt status from the
Internal Revenue Service (IRS) under section 501(c) (3) of the Internal Revenue Code. The
National SCORE office files an IRS 990 annually on behalf of the entire organization under the
Employer Identification Number (EIN) 52-1067290. Chapters are all covered under this same
EIN and do not have individual status as an independent entity with the IRS,

Chapters need this EIN when opening a bank account or securing donations. This is the same
EIN on the IRS determination letter.

Loss of or Damage to Personal Property

Volunteers who incur a loss of or damage to their personal property when they are directly
engaged in an official SCORE activity may submit a claim to SCORE for reimbursement of

these out-of-pocket expenses, subject to the following conditions, limitations and procedures:

*  “Out-of-pocket” means an expense that is not otherwise reimbursable from some other
source of payment to which the volunteer may be entitled, including insurance.

» The incident occurred without any lack of due care on the part of the volunteer.
¢ The incident that caused the damage or loss occurred at a time when the volunteer was
directly engaged in an official SCORE activity, not when the volunteer was on a personal

detour of his or her own during the SCORE activity.

s The maximum claim payable is $250. All claims will be charged to the chapter or district
budget.

» The district director must approve all claims.

¢ The details documenting the claim must be submitted in writing to the National SCORE
office for review and approval within 60 days of the occurrence of the incident.
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Landlord Insurance Issues

SCORE chapters and branches often meet and conduct mentoring sessions or workshops at
locations owned by churches, chambers of commerce, libraries or other organizations. The
landlords or owners of these properties frequently have questions about their own liability ifa
claim should arise against the SCORE group using their premises. The following points offer
some answers:

*  SCORE chapters or volunteers cannot agree to hold the landlord harmless, but if a suit is
brought against the landlord as a result of a client or attendee’s injury, and SCORE is
truly responsible for that injury, SCORE would want the landlord to be protected.

* The best way to ensure such protection is through liability insurance, which any landlord
would almost certainly have. To further guarantee a landlord’s protection against claims
by injured parties, SCORE can ask the landlord to add the chapter name to the landlord’s
insurance policy.

* The chapter will pay any increased premium necessary to add SCORE’s name to the
landlord’s insurance policy, but that premium should be low, since the physical area used
by SCORE is likely to be quite small compared to the total area owned and used by the
landlord.

* Chapters can also purchase liability insurance themselves. If a chapter is residing daily in
a location requiring liability insurance, this may be necessary. This is a legitimate chapter

expense and can be reimbursed against the chapter budget. This is recommended.

All volunteers are encouraged to contact the SCORE Vice President of Field Operations
whenever they feel an opinion is warranted on any legal issue they may encounter.
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Chapter 13: Job Descriptions for the Chief Executive Officer, Vice President Field Operations,
District Director, Assistant District Director and Chapter Chair

Chapter 13: Job Descriptions for the Chief Executive Officer, Vice President
of Field Operations, Regional Vice President, District Director, Assistant
District Director and Chapter Chair

The SCORE Association is a not-for-profit organization composed of active and retired
volunteers who provide free small business mentoring, professional guidance and information
through a national network of chapters, strategic private and public sector alliances and a
partnership with the U.S. Small Business Administration (SBA).

The organization provides the following services:

Face-to-face, online and telephone small business mentoring at the chapter level.
Online mentoring through the network of volunteers, accessed through the SCORE
website,

» Business information through a series of workshops conducted at the chapter level.

» Knowledge of the wide variety of small business assistance and loan programs offered by
the SBA.

Chief Executive Officer

The chief executive officer (CEO) is responsible for the leadership and management of the
SCORE Association.

The CEO reports to and works in partnership with the board of directors and is responsible for
preparing and directing execution of an approved business plan for the association consistent
with the strategic goals and objectives established by the board.

The CEOQ is responsible for the development, oversight and maintenance of key SCORE
partnerships and relationships. These partnerships and relationships include funding partners
such as the SBA, corporate funding partners as well as media and communication and other
SCORE partners.

Required Qualifications and Experience
A CEO must have the following qualifications and experience:

» Experience in leading an organization, supervising staff and working with a board of
directors.

¢ Technology expertise and capabilities.

* College degree and extensive experience in not-for-profit organizations.

*  Working knowledge of not-for-profit fiscal management, including fund accounting and
budgeting.

* Demonstrated ability in public speaking, written and oral communications and
interpersonal relations.

¢ Experience in fundraising,
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Chapter 13: Job Descriptions for the Chief Executive Officer, Vice President Field Operations,

District Director, Assistant District Director and Chapter Chair

Responsibilities

The CEO must:

. e
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Deliver results consistent with SCORE’s goals and objectives.

Oversee all programs, services and activities to ensure the program objectives are met.
Develop programs to support association volunteers with needed resources for the
delivery of mentoring, educational and advisory services.

Coordinate the provision of resources to support chapter administration, membership
development, marketing and public relations.

Conduct personnel searches and appoint staff.

Heip the board chair plan the agenda and develop background materials for meetings of
the board of directors.

Facilitate a regular strategic planning process.

Prepare an annual business plan and budget to be approved by the board.

Work closely with the board and staff to raise funds from outside sources.

Serve as chief liaison with other community organizations and key constituent groups.
Maintain effective working relationships with our primary sponsor, the U.S. Small
Business Administration, including:

= SCORE program management staff.

®  SBA professional support functions (fiscal, legal, technical, etc.).

» SBA regional and field management.

Vice President of Field Operations

The vice president of field operations reports directly to the CEO and manages the day-to-day
operations of the SCORE Association according to the approved SCORE Business Plan and the
SCORE Operating Manual. He or she assists the CEO in developing, implementing and
monitoring all plans, goals and objectives of the SCORE Association.

Required Qualifications and Experience

A VP must have the following qualifications and experience:

-

Experience in leading an organization, supervising staff and working with a board of
directors. :

Technology expertise and capabilities.

College degree and extensive experience in not-for-profit organizations.

Working knowledge of not-for-profit fiscal management, including fund accounting and
budgeting.

Demonstrated ability in public speaking, written and oral communications and
interpersonal relations.
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Chapter 13: Job Descriptions for the Chief Executive Officer, Vice President Field Operations,

District Director, Assistant District Director and Chapter Chair

Responsibilities
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Manage and oversee the performance of the National SCORE office staff

Manage and oversee the districts and chapters.

Deliver results consistent with SCORE's goals and objectives.

Oversee all programs, services and activities to ensure the program objectives are met.
Develop programs to support association volunteers with needed resources for the
delivery of mentoring, educational and advisory services.

Coordinate the provision of resources to support chapter administration, membership
development, marketing and public relations.

Appoint, support and coordinate the activities of national leadership.

Identify, recommend and implement new services and means of service delivery.
Monitor the quality of service delivery. '

Develop and monitor office and personnel policies.

Conduct personnel searches.

Assist in the development of SCORE's annual business plan and budget.

Approve expenditures for volunteers and staff.

Support the CEO in maintaining effective working relationships with the U.S. Smali
Business Administration.

Provides support and other duties as assigned by the SCORE CEQ.

Regional Vice President

The Regional Vice President (RVP) is a volunteer management position, appointed by and
reporting to the SCORE Vice President of Field Operations. The RVP is responsible for the
management and performance of the region, included districts, and chapters consistent with the
SOM and in compliance with the minimum standards.

Responsibilities

*

Manage and administer the policies, programs and procedures authorized by the SCORE
Association Board of Directors and the SCORE Vice President of Field Operations.

Implement the strategies embodied in the SCORE Strategic Plan and SCORE tactical plan.

Work on strategies to realize the growth of SCORE within the region. The growth of
SCORE encompasses multiple metrics including output, quality and outcomes.

Assist distritt directors and chapters with strategy and program implementation to meet
existing and create new client demand for SCORE services.

Review and evaluate district structure and management and key regional chapters. Assist
district directors and chapter chairs with the setting of performance goals, and provide the
guidance, resources and support to achieve the chapter business plan and performance
goals.
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Chapter 13: Job Descriptions for the Chief Executive Officer, Vice President Field Operations,
District Director, Assistant District Director and Chapter Chair

o  Assist districts and chapters in strategies to raise funds locally and promote chapter fiscal
self-sufficiency.

¢ Develop and utilize effective channels of communication among the chapters and with the
district office. Effective communication will improve operating methods, mentoring
techniques, recruiting of volunteers, marketing, orientation, training, fundraising and
achieve continuous elevation of client service.

*  Act as an experienced resource for SCORE leaders at the district and chapter level for all
operational issues.

»  Assist the districts/chapters, as requested, with volunteers’ performance improvement.
o Identify and mentor future field leaders in SCORE.
¢ In coordination with SCORE Vice President of Field Operations and other SCORE RVPs,
work on broad issues facing the SCORE field organization. Issues like volunteer
engagement, performance management, data analysis and client-focused growth are key
organizational issues that the SCORE RVP will have input in.
District Director
The district director is a volunteer management position, appointed by and reporting to the
SCORE Vice President of Field Operations. The district director is responsible for the
management and performance of the district and its chapters consistent with the SOM and in
compliance with the minimum standards.

The district director must:

e Manage and administer the policies, programs and procedures authorized by the SCORE
Association Board of Directors and the SCORE Vice President of Field Operations.

¢ Implement the strategies embodied in the SCORE Strategic Plan.

s Conduct a SCORE On-Site Review of each chapter within the district biennially to ensure
chapter adherence to the SOM and Minimum Standards.

»  Assist chapters with policy and program implementation and ensure adherence to timely
reporting requirements and response to all National SCORE office information requests.

» Review and evaluate the chapter business plan, assist the chapters with the setting of

performance goals and provide the guidance, resources and support to achieve the chapter
business plan and performance goals.

70



383

Chapter 13: Job Descriptions for the Chief Executive Officer, Vice President Field Operations,
District Director, Assistant District Director and Chapter Chair

s Manage the district budget as a supplement to fundraising by chapters, and promote chapter
fiscal self-sufficiency.

e Develop and utilize effective channels of communication among the chapters and with the
district office. Effective communication will improve operating methods, mentoring
techniques, recruiting of volunteers, marketing, orientation, training, and fundraising. This
will help chapters achieve a continuous elevation of client service.

» Resolve the problems or grievances of chapters or volunteers in accordance with the SOM.

» Assist the chapters, as requested, with volunteers’ performance improvement.

» Review and approve or reject those volunteers that the chapter nominating committee has
selected as candidates for the office of chapter chair.

* Make recommendations to the National SCORE office for the establishment and/or closing
of chapters and branches to maximize market penetration,

» Serve as a liaison among the SCORE Vice President of Field Operations, the National
SCORE office, the SBA and its other resource partners in addition to other chapters in the
district.

+ Initiate, develop and maintain relationships with the SBA, business organizations,
community organizations and the local media to heighten awareness of SCORE in the

community.

» Direct legislative contacts by chapter volunteers with municipal, county, state and federal
elected representatives and their field staff.

® Appoint assistant district director(s) to serve the district. Delegate responsibilities and
provide mentoring to develop future SCORE leaders.

Assistant District Director

The assistant district director is appointed by the district director to assist in the management of
the district.

Duties of the assistant district director are:
» Perform the duties delegated by the district director.

¢ Provide advice and counsel to the district director.
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Chapter 13: Job Descriptions for the Chief Executive Officer, Vice President Field Operations,
District Director, Assistant District Director and Chapter Chair

* Learn the duties of the district director and act in the absence, or at the request of, the
district director, and be prepared to assume the position of the district director, if appointed.

Chapter Chair
Duties of the Chapter Chair (refer to Chapter 3):

The chapter chair bears ultimate responsibility that the chapter first meets the Minimum
Standards.

There are five facets to the office of chapter chair, as follows:

The chapter chair is the chief administrative officer. The requirements include, but are not
limited to, the setting of performance goals, the generation of action business plans, the direction
of the leadership team, the setting of the agendas, the compliance with SCORE Association
policies and programs, the adequacy of facilities requisite to the delivery of services and all
aspects of fiduciary control.

The chapter chair is the chief operating officer. The requirements include, but are not limited to,
establishment of procedures that maximize the benefits of SCORE services to the clients, the
utilization of the best of current business practices, the use of current information and
communication technology and the reporting of information as required by the National SCORE
office.

The chapter chair exercises oversight of the delivery of services to the community and the
development of qualified chapter leaders.

The chapter chair is the chief communications officer. Internally, communications involves the
flow of information in a timely manner between the chapter and the National SCORE office,
normally through the district office. Externally, the chapter chair maintains communication
channels with the SBA, local resources of economic benefit, the local media and community and
legislative partners.

The chapter chair guides the recruitment and the training of volunteers as mentors and leaders.
New volunteers are sought for the skills, experience and diversity that they bring to the chapter.
New volunteers are provided with training that is adequate to pair them with more experienced
mentors. All volunteers are afforded continuing, in-service training designed to keep them
abreast of current business practices and adherence to the standards of performance of SCORE.

Required Qualifications and Experience
A chapter chair must have the following qualifications and experience:

* General business experience, including cash flow, training, marketing and committee
management.
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District Director, Assistant District Director and Chapter Chair

+ Skills in general management, organization, progress evaluation and current technical skills
(Internet and e-mail).

¢ Thcre isno requxrement that a member be a long txme volunteer with SCORE The only

a.chapter chair,
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Appendix

Approved Independent Contract Agreement

SCORE Association Approval

Letter Contract for Clerical Support Services

{Date)
Name: ENTER NAME OF PROVIDER District Number?
Address: ENTER ADDRESS FOR PROVIDER Chapter Number:
Dear

This agreement confirms our understanding of the terms and conditions under which you have contracted
to supply clerical support services to SCORE CHAPTER of the SCORE Association,

SCORE chapters and district offices are not permitied to hire employees to provide clerical support
services, as described in Exhibit A. All such services are to be obtained through written agreements with
bona fide independent contractors. We understand from our discussions with you that you are organized
and able to furnish those services to us as an independent contractor, in accordance with the following,
among other factors:

1. You are authorized to do business under the faws of the State of _
and the City of . Your services are available to others besides
SCORE.

2. You select, train, assign, supervise the work, pay and otherwise are responsible for
the work and conduct of the person or persons whom you designate to supply clerical
support services under this contract. You may discuss any on-the-job problems with
me or persons designated by me or my representative,

3. You pay your business expenses incurred in connection with the contract.
4. You arrange for workers compensation and uremployment insurance, and make the

FICA payments, together with any other payments or deductions required or
authorized under federal, state, or local law.
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5. You are responsible for any income tax withholding deductions and payments for
your employees and for maintaining records which permit you to furnish W-2 forms,
or as a self-employed person you are to keep records and make tax payments for your
business as required by law. You also, when it is needed, are to obtain an employer’s
identification number (EIN) from the Internal Revenue Service (IRS). We shall
submit an IRS Form 1099-Misc. to you and to the IRS when required by law.

6. You will procure and maintain in effect any personal and property liability or other
insurance that may be required by law or that may be prudent in the circumstances.

You will receive under this contract the fixed sum of a rate per hour to provide competent
and trained personnel to perform up to approximately hours of clerical support services
per week. Those services will be separately designated. Payment shall be made only for the authorized
hours worked, and not for holidays, sick or other periods of time.

A designated SCORE or chapter official is to review and verify, by written signature, the hours authorized
and worked, and the rate of pay under the contract, on each of your time sheets and/or invoices which you
are to submit to the chapter for approval. Any questions are to be resolved before payment is made to
you. Your billings will be submitted to the SCORE
for payment.

You may begin to work under this contract effective , for a period of
12 months, subject to the quality of work and conduct, and the availability of funding for this clerical
assistance. The contract may be renewed or amended as may be agreed upon in writing. Either party
may cancel the contract upon a fourteen-day notice.

You are to report to

If this letter contract meets with your approval, please sign, date and return the enclosed copy. If it does
not correctly reflect our agreement in any particular, please let us know so that the matter may be cleared
up without delay.

Sincerely,

{Chapter Signature)

(Typed or Printed Name)

Chapter Chairman
(Title)

(Contractor to complete)

Date of Approval:

80
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Attachment A

SCORE ON SITE REVIEW (SOSR) -~ FORM 16
CHAPTER REVIEW PURPOSE

SCORE seeks chapters committed to SCORE’s mission, client service, quality, and
professionalism. The purpose of this process is to review the present and recent past chapter
operations and chapter management. In order in maintain sustainable chapter operations and
deliver on SCORE's client service initiatives, SCORE has created a set of minimum standards to
which all chapters must fully comply.

CHAPTER REVIEW PROCESS

SCORE chapters must be reviewed every year to ensure continued compliance with SCORE's
chapter SOM and minimum chapter standards of operation. The District Director (or Assistant
District Director) will conduct the chapter review with assistance from the chapter and chapter
leaders,

The chapter review must be completed by the end of each fiscal year (September 30).
Chapters that fail to meet the recertification will have 90 days to correct the deficiencies (meet
the certifications requirements) to remain a successful unit of the SCORE Association. The
chapter must provide a compliance action plan to be completed within 30 days of their SOSR
report.

CHAPTER REVIEW STEPS
Step | Chapter conducts a self- evaluation of it
Chapter conducts a self-evaluation conformance to standards
Step2 District Director or delegate conducts an on-
On-site review site review to confirm accordance with

standards and quality of conformance.

After concluding the review, the District
Director assigns chapter status based on
scores:

a) Full charter: chapter meets
minimum standards and is in good standing
b) Recognized: chapter meets and
exceeds minimum standards

¢) ~ Remedial: chapter has missed | or
more core minimum standards and is given
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30 days to submit a corrective action plan.
Chapter is re-reviewed at month 3 and 6
to check progress.

Step 3

Reporting The District Director submits the completed
review to the SCORE National Office for

review.

CHAPTER NAME, NUMBER, and DATE REVIEWED:

i. Chapter Standards

Minimum Standards - 100% conformance required

Pass/Fail

Comments

Chapter maintains a system to ensure all clients and
mentoring requests will be responded to within 2 (two)
business days. This includes the monitoring of mentoring
requests, chapter email, and chapter phone lines.

Creates and maintains a written business plan, updated
annually. Business plan must include metrics, goals, and
timelines for implementation.

Has a Chapter Chair andVice Chair elected

Maintains a current and up to date chapter website utilizing
all current SCORE branding and logos

Submits an accurate Form 3 annually, by the required date

Al client contact information, mentoring sessions, and
workshop attendee information is entered ACCURATELY in
SCORE CRM system

Each volunteer signs Code of Ethics annually

Submits chapter goals annually - tracks progress to goals
quarterly

Successfully fulfills the financial requirements and audit from
Part 2 of this form

Additional Standards

Points
Awarded

Comments/Quality Rating

100% certification of all new members since January 1.2012
(1 point)

Maintain an active roster of at least |5 volunteers (| point)

Chapter maintained or grew volunteer base (net neutral or
positive recruiting) (| point)

Percentage (%) of Certified volunteers
- 100% - 3 points
- 75% - 2 points
- 50% - 1 point
- <50% - 0 points

Maintains recruiting plan to address key chapter needs
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{number of volunteers, diversity, skills, experience) (1 point)

Holds regularly scheduled chapter meetings (at ieast 8 per
year) (| point)

Holds at least one annual continuing education sessions to
improve mentor skills and subject matter expertise
(relevancy) for all existing volunteers (1 point)

Maintains job descriptions, assignments, and succession plan
for each identified leadership role (I point)

Maintains a workshop program
- 24 or more per year — 3 points
- 12 to 23 per year — 2 points
- 4to |l peryear - | point
- <4 per year -~ 0 points

Maintains a client service quality program, including formal
review of mentor NPS ratings (1 point)

Maintains a formal process to improve Volunteer Engagement
resuits (1 point)

Maintains a formal process to proactively manage clients and
improve long term client rate (I point}

Chapter offers evening or weekend services routinely (i
point)

Chapter raises revenue locally (workshop revenues, dues, and
grants)

- $50,000 or more local revenue ~ 3 points

- $20.000 wo $49,999 in local revenue ~ 2 points

- $2,000 to $19,999 in focal revenue - | point

= <$2,000 in local revenue — 0 points

Achieves growth in total services from previous year (5
peints)

TOTAL POINTS |

2. Financial Requirements. Chapters should establish financial practices and procedures
similar to those required for any small business or non-profit organization. The following

should be included in those protedires:

- The requirement for two signatures on any disbursement of $2,000 or more
- Documentation authorizing each disbursement supporting that it was for a legitimate

chapter expense

Financial Requirements

Comments

« Last submitted Annual Report (Form 3) was
accurate and filed by due date

 Does the chapter receive and deposit funds for
all branches and pay the expenses for their
branches?

o If the chapter uses outside clerical help, is the
clerical contract current and approved by the
Association office. A new independent contract
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Financial Requirements

Comments

must be submitted EACH year,

*Does the chapter keep petty cash on hand?
How is it handled!

» Are all bank statements reconciled upon
receipt!

«ls there an annual audit (review) of chapter
expenses! If yes, who prepares the audit
(review)?

Fi ial Audit Procedure:

Use the following procedure:

Comments

1. Select two months bank statements and
select two disbursements from each
month,

2. Review the cancelled check and its
corresponding invoice.

3. Was the transaction a legitimate expense
and was it approved!?

4. Was the correct amount paid and any
discounts properly taken!?

5. If the check was for over $2,000 were
there two signatures on the check!

3. Chapter Rating & Recognition

- Chapters that do not meet minimum standards shall be immediately placed into a

remedial program.

= Chapters that meet minimum standards and qualify for any/fall of the additional standards
can achieve chapter recognition. The following are the qualifications for recognition:

Chapter in good standing — meets minimum standard and achieves 0-4

Additional Standard Points

Bronze Chapter — meets minimum standard and achieves 5-9 Additional

Standard Points

Silver Chapter - meets minimum standard and achieves 10-14 Additional

Standard Points

Gold Chapter - meets minimum standard and achieves |5-19 Additional

Standard Points

Platinum Chapter - meets minimum standard and achieves 20 or more

Additional Standard Points
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CHAPTER RATING:

Next Review Date (Required if Remedial Chapter):

, District Director

Date
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Timeline of Communications'

e July 2015 — Mr. Armen Yousoufian contacts SCORE about becoming a volunteer. Shortly
thereafter, Mr. Tom Hughes, Seattle Chapter president, asks Mr. Yousoufian to become
Treasurer of the Seattle Chapter.

» October 2015~ Mr. Yousoufian joins the executive committee of Seattle Chapter as Treasurer.

¢ November 2015 — Mr. Yousoufian emails Mr. Hughes and Mr. Larry Spelhaug, District
Director, regarding the Seattle Chapter’s and SCORE’s accounting policies.

¢ November 3, 2015 ~ Emails are exchanged among Mr. John Fuqua, Vice President of Finance,
Mr. Yousoufian, and Mr. Hughes regarding the Seattle Chapter’s annual audit.

¢ Early January 2016 — Email correspondence among Ms. Alexandra Thompson, the Seattle
Chapter’s administrative manager, Mr. Yousoufian, SCORE employees, and accounting firm
Dixon Hughes Goodman LLP regarding the audit.

e February 2016 — Mr. Yousoufian communicates with SCORE regarding a need for improved
accounting controls and concerns about the conduct of Ms. Thompson.

e February 4, 2016 — Mr. Yousoufian calls and emails Ms. Linda Krueger, AP Manager,
regarding a check for invoices from Express Services for Ms. Thompson’s services that was
mailed to the Seattle Chapter by national but not deposited.

o February 5, 2016 - Ms. Krueger emails Mr. Yousoufian the requested documentation.
Additional emails are exchanged regarding the check.

s February 9, 2016 — At an executive committee meeting, Mr. Yousoufian states that he has
been unable to obtain access to Seattle Chapter records and bank accounts from Ms. Thompson
and threatens to resign as Treasurer unless he is provided access. Mr. Spelhaug and Mr.
Hughes make sure Ms. Thompson knows to cooperate with Mz. Yousoufian. After claiming
that files are at her house, Ms, Thompson never provides the files, and stops coming to work.
Shortly thereafter, Mr. Yousoufian discovers Ms. Thompson’s theft.

! This timeline and the accompanying copies of documents have been prepared using electronic search-and-

retrieval software to scan relevant SCORE Association email archives. Despite the excellent capability of the search
software, it is possible that it failed to locate 100% of the communications between Mr. Yousoufian and SCORE
Association staff and volunteers. Please refer to the written communications referenced herein for their complete
contents, as this document does not reproduce every statement made in the referenced communications. SCORE has
endeavored to make this timeline comprehensive, but given the amount of time that has elapsed since the events in
question, it is possible that there are oral communications that could not be recalled.
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s February 11, 2016 — Mr. Yousoufian emails Ms. Anna Schewciw, Controller, copying Mr.
Adam Stevens, Accounting Consultant, asking to speak with her about SCORE’s accounting
software.

s February 13, 17, and 27, 2016 — Mr. Hughes sends emaiis to Mr. Yousoufian thanking him
for discovering the theft.

¢ February 15, 2016 — Mr. Yousoufian emails Ms. Schewciw, copying Mr. Stevens, asking if
she is available to talk, as he has now gained access to the bank accounts and records.

¢ February 17, 2016 — Ms. Schewciw emails Mr. Yousoufian, to tell him she is available to talk
in the afternoon. Mr. Yousoufian responds, copying Mr. Hughes, Mr. Spelhaug, and Ms.
Krueger, advising that he will try to call her to discuss changing accounting software, the Form
14s, and the Form 3. Ms. Schewciw emails Mr. Yousoufian a list of the FY2016 payments
and pending payments for the Seattle Chapter.

s  February 18; 2016 — Mr. Spelhaug emails Mr. Yousoufian, advising that he spoke with Mr.
Steve Records, Vice President of Field Operations, and Mr. W. Kenneth Yancey, Jr., CEO of
SCORE, and they would like a Police Report and a Forgery Affidavit in connection with the
theft.

Later that day, Ms. Schewciw emails Mr. Yousoufian, copying Mr. Fuqua, Mr. Records, Mr.
Spelhaug, and Mr. Hughes, attaching a bills report, asking Mr. Fuqua to stop payment on a
check that had not yet cleared the bank account, and thanking Mr. Yousoufian for uncovering
the theft.

Mr. Yousoufian emails Mr. Spelhaug and Mr. Hughes, copying Mr. Fuqua, Mr. Records and
Ms. Schewciw, to advise that he called Ms. Schewciw and has been getting great support.

Ms. Schewciw emails Mr. Yousoufian to provide a form for changing the Seattle Chapter’s
accounting software.

Emails are exchanged among Mr. Spelhaug, Mr. Hughes, Mr. Yousoufian, and Mr. Tony Cook,
Software Support Manager, regarding getting Mr. Yousoufian access to certain of SCORE’s
accounts.

¢ February 19, 2016 — Mr. Hughes and Mr. Spelhaug speak with the Seattle Police Department
about the theft. On or about this date, Mr. Spelhaug notified the SBA of the thefi.

¢ Late Febraary 2016 — Mr. Yousoufian speaks to former Chapter leaders about past accounting
practices.

o February 23, 2016 — Mr. Fuqua emails Mr. Yousoufian, copying Mr. Records and Ms.
Schewciw, to ask whether Mr. Yousoufian has what he needs to address the problems with the
Seattle Chapter’s finances that he discovered.
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February 24, 2016 — Mr. Yousoufian responds to Mr. Fuqua’s email, stating that SCORE
needs to send any money that is already in the reimbursement pipeline. Mr. Fuqua responds
later that day to advise that the money would be out before the end of the month.

February 25 or 26, 2016 — Mr. Fuqua emails Mr. Yousoufian financial records related to the
Seattle Chapter’s workshops. Mr. Yousoufian resigns as Treasurer. Mr. Hughes sends an email
thanking Mr. Yousoufian for his work as Treasurer and encouraging him to stay involved in
SCORE.

February 26, 2016 — SBA OIG interviews Mr. Yousoufian. (Mr. Yousoufian says he did not
report the theft to SBA OIG.)

Later that day, Mr. Yousoufian emails Mr. Hughes confirming his resignation but indicating
that he will remain a member of SCORE. The next day, Mr. Yousoufian forwards the email to
Mr. Fuqua, copying Mr. Hughes, Mr. Records and Ms. Schewciw.

February 27, 2016 — Mr. Hughes emails Mr. Yousoufian thanking him for discovering the
theft.

February 28, 2016 — Mr. Yousoufian emails Mr. Records, Mr. Hughes, Mr. Fuqua, Ms.
Schewciw, and Mr. Yancey regarding the need for better financial controls and discussing the
bank’s potential liability for the forgery, the most recent fiscal year’s Form 3, and his thoughts
on how SCORE national should address the theft in the Seattle Chapter.

February 29,2016 - Mr. Yousoufian emails employees of Key Bank, copying several SCORE
employees, to notify the bank of his resignation as SCORE Treasurer and request removal from
SCORE’s accounts.

Mr. Yousoufian sends a follow-up email to Mr. Records, Mr. Hughes, Mr. Fuqua, Ms.
Schewciw, and Mr. Yancey regarding the Form 3 and advising that he believes there are
additional accounting issues.

Ms. Schewciw thanks Mr. Yousoufian for his email. Mr. Yousoufian responds that he has
additional information that he has not shared with SCORE.

Later that day, Ms. Schewciw emails Mr. Yousoufian, advising that Mr. Fuqua would be
coming to work with Chapter leaders to address the accounting problems.

March 2,2016 - Mr. Yousoufian emails Mr. Yancey, Mr. Records, Ms. Schewciw, Mr. Fuqua,
and Mr. Hughes regarding a PayPal invoice and why he resigned as Treasurer.

March 3, 2016 - Email correspondence among Mr. Yousoufian, Mr. Hughes, and Mr. Fuqua
regarding changes to SCORE’s PayPal account.

March 7, 2016 — Mr. Yousoufian emails Mr. Records, Mr. Yancey, and Mr. Fuqua regarding
his February 28" email, the ongoing investigation, and the procedure for whistleblower reports,

3
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and stating that he possesses information he has not provided to SCORE related to the
investigation and that he will provide that information to the federal investigators

Later that day, Mr. Yancey responded to Mr. Yousoufian, copying Mr. Records, Mr. Fuqua,
Mr. Hughes, and Mr. Spethaug. Mr. Yancey thanks Mr. Yousoufian for his help and advises
that Mr. Fuqua visited the Seattle Chapter, completed a review and set up a new accounting
system/process to safeguard against problems on a going-forward basis. Based on forensic
accounting, balancing the bank statement, reviewing checks and contacting the bank and SBA
0IG’s office, Mr. Fuqua had determined that there was rio intentional wrong doing on the part
of the Chapter, the Chapter leaders, or volunteers. Ms. Thompson had been given too much
independence and control and had taken advantage of it. Mr. Yancey further advised Mr.
Yousoufian that SCORE would comply with any requests from SBA OIG and provided Mr.
Yousoufian with information regarding how to make a whistleblower complaint, if he wished
to make one. In his email, Mr. Yancey states that Mr. Yousoufian contacted SBA OIG,

Mr. Yousoufian responds that evening, stating that he did not contact SBA OIG.

Mr. Yancey replies to thank Mr. Yousoufian for correcting him and interpreting a statement in
Mr, Yousoufian’s email as stating that SBA OIG should handle the matter going forward.

March 8, 2016 — Mr. Yousoufian responds to Mr. Yancey’s March 7% email, stating that he
did not state and does not know whether the SBA OIG should handle the matter going forward,
as he does not know what options exist for such an investigation.

March 2016 — Mr. Yousoufian attends the monthly membership meeting (the last he attended
until December 13, 2016).

July 19, 2016 — King County files its case against Ms. Thompson for theft.

Between March and December 2016 — Karen Ginther, a SCORE employee, contacts Mr.
Yousoufian regarding potential prospective mentees on two occasions, but Mr. Yousoufian
does not mentor them.

December 12, 2016 — Mr. Yousoufian emails Mr. Hughes to advise he will be attending the
Seattle Chapter meeting on December 13, and Mr. Hughes responds briefly by email.

December 13,2016 — Monthly Seattle Chapter membership meeting. Mr. Yousoufian attends.
Mr. Spelhaug presents regarding updates to SCORE Operating Manual and other information,
such as the need for volunteers and volunteer hours.

December 14, 2016 — Mr. Yousoufian completes the SCORE ethics certification online.

December 15-16, 2016 — Mr. Hughes calls Mr. Yousoufian (after calling and leaving a non-
substantive message on December 14, to which Mr. Yousoufian responded by voicemail and
email). Mr. Hughes expresses concern about Mr. Yousoufian’s months of non-involvement
with SCORE, and Mr. Yousoufian hangs up on him. Following the call, Mr. Yousoufian sends

4
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two emails to Mr. Hughes requesting documents and clarification of his status at SCORE,
inquiring about access to his SCORE account, and stating his concerns.

December 19, 2016 — Mr. Yousoufian emails Ms. Nancy Strojny, Secretary of the SCORE
Board of Directors, at her personal email address to inquire about procedures for whistleblower
complaints.

December 21, 2016 — Mr. Spelhaug emails Mr. Yousoufian to update him on the conclusions
of the investigation and terminate his membership in SCORE due to his poor attitude,
detrimental conduct, and inactivity since discovering the theft,

December 22, 2016 — Mr. Yousoufian emails volunteer.services@scoré.org requesting
information regarding whistleblower complaints and contact information for the Secretary of
the SCORE Board of Directors. Later that day, Mr. Records responds, providing him with Ms.
Strojny’s SCORE email address. Mr. Yousoufian sends a follow up email to Ms. Strojny and
she responds, confirming receipt of his emails and asking that all future correspondence be
sent to her SCORE email address.

January 2, 2017 — Mr. Yousoufian emails Ms. Strojny to inquire about procedures for
whistleblower complaints and expressing concern about communicating with Ms. Strojny at
her SCORE email address. Ms. Strojny responds to acknowledge receipt.

January 4, 2017 — Ms. Emily Harlan of Nixon Peabody LLP, SCORE’s outside counsel, sends
an email to Mr. Yousoufian, advising him that he may communicate through her, if he would
prefer not to send emails to Ms. Strojny’s SCORE email account, and attaching a letter
responding to his email and requesting information.

Mr. Yousoufian responds, indicating that details will follow.
January 5, 2017 — Ms. Harlan acknowledges receipt of Mr. Yousoufian’s email.

January 19, 2017 — Mr. Yousoufian emails an alleged whistleblower complaint to Ms. Harlan,
Ms. Harlan acknowledges receipt via email, and Mr. Yousoufian responds via email.

January 20, 2017 — Ms. Harlan emails Mr. Yousoufian, transmitting a letter from Ms. Strojny
confirming receipt of the January 10 correspondence and advising that his complaint is being
reviewed.

January 23, 2017 - Mr. Yousoufian acknowledges receipt of the January 20 email and letter.
January 25, 2017 — Ms. Harlan acknowledges receipt of Mr. Yousoufian’s email.

March 10, 2017 — Ms. Harlan emails Mr. Yousoufian requesting to speak with him.
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March 15, 2017 — Ms. Harlan emails Mr. Yousoufian following up on her earlier email
requesting to speak with him. Mr. Yousoufian responds, requesting information but not
agreeing to speak with her.

March 20, 2017 — Ms. Harlan emails Mr. Yousoufian responding to his email, asking him to
provide the information related to the investigation that he indicated he had not previously
provided and for his availability to discuss the matter.

March 31, 2017 — Mr. Yousoufian emails Ms. Harlan to request information from her, but
does not provide the information requested from him or his availability.

April 4, 2017 — Ms. Harlan emails Mr. Yousoufian advising that the investigation is ongoing
and again requesting any additional information related to the investigation he may have.

May 22, 2017 — Ms. Harlan emails Mr. Yousoufian, attaching a letter from Ms. Strojny
informing Mr. Yousoufian that SCORE has completed its investigation and the conclusions of
the investigation.
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SCORE Association and Foundation

Bard, Robert

Latina Style, Inc.
2102 Empire Central
Dallas, Texas 75235
{214) 357-2186

Brayboy, Joyce M.

101 Constitution Avenue NW
Suite 1000 East

Washington, DC 20001
202-637-3762

703-307-6140

Jovee bravbov@es.com

Chaie

Campbell, John .

PO Box 74

Monument Beach MA 02553
Home 508 759 0182
S0B/662-7486 (C)

Carranza, Jovita
9715 Woods Drive #2002
Skokie, Hiinois 60077
954/647-7822(C)

: aol .

Carroll, Tim

18411 Beaverwood Road
Minnetonka, MN 55345
{952} 239-7758
Hmcarroli@deluke.com

Tregsurer
Glave, Fred
5222 17th St, N
Arlington, VA 22205
703-430-7548

1.

Goodman, Gail

Constant Contact, Inc.
1601 Trapelo Road
Waitham, MA 02451

(617) 281-6919
Gail.goodman@gmail.com

Board of Directors — FY 2016

Hartman, Susan

The Hartman Group

5606 Bear Mountain Drive
Evergreen, CO 80439
303/679-2870
585-737-5026 (C)
sue@thehartmangroup.com

lakel, Joan

2345 S. Alma School Road

Suite 200

Mesa, AZ 85210

480/763-4161 {0}

480/763-9724 F)

480/205-8687 {C}
Joan@strategichusinessattorney.com

Vi ir
Radewald, Laura
215 West Point Road
Excelsior, MN 55331
952/250-1222

Sheiton, Hal

5828 Edson Lane

N. Bethesda, MD 20852
301/984-6248{H}
301-984-8007(F)
240/888-6580 {C}
ushelton@verizon.net

Stephens, Nigel

3314 Major Denton Drive
Beitsville, MD 20705
{240) 606-6065

Secretary

Strojny, Nancy

82 Hunts Point Road
Cape Elizabeth, ME 04107
508/272-0763

Traylor, Margie

Sitewire, LLC

740 South Mill Avenue, Suite 210
Tempe, AZ 85281

480/215-5162

MTraylor@st €.20

Tucker, Larry

29 Southampton Court
Newport Beach, CA 92660
948/677-7402 {C}
Larry@TuckerOC.com

Van Slyke, Michelle
UPS Store, Inc.

6060 Cornerstone Court
San Diego, CA92121

yRe!
(858) 597-8505

Weiss, Ronald

24 Dunbarton Drive
Nashua, NH 03063
603/883-2224
shinc@aol:com

Chief Executive Officer

Yancey Jr., W. Kenneth

SCORE Association

1175 Herndon Parkway, Suite 300
Herndon, VA 20170
800/634-0245 (O)

703/487-3066 (F)

202/744-8078 ()

Last Updated: 2/9/16
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SCORE Association and Foundation

Brayboy, Joyce M.

101 Constitution Avenue NW
Suite 1000 East

Washington, DC 20001
202-637-3762

703-307-6140

Joyge. braybs s.com
brayboyim@gmail.com

Chair

Campbell, John .

POBox74

Monument Beach MA 02553
Home 508 759 0182
508/662-7486 (C)

; ] g0l

Capolongo, James

12000 Horizon Way, 4th Floor
Mount Laurel, NJ 08054
206/226-0602 {C)

[Aines. tatoion|

Carranza, Jovita

9715 Woods Drive #2002
Skokie, Winois 60077
954/647-7822(C)
wrco! L.com

Treasurer
Glave, Fred
5222 17thSt, N
Arlington, VA 22205
703-430-7548

3V LOMm

Hartman, Susan

The Hartman Group

5606 Bear Mountain Drive
Evergreen, CO 80439
303/679-2870
585-737-5026 {C)
sue@thehartmangroup.com

Landry, Mary

35 Longmeadow Road
Belmont, MA 02478
1-857-544-9901

mary.e.lai ail.com

Vi air.
Radewald, Laura
215 West Point Road
Excelsior, MN 55331
952/250-1222
Iradewald@gmail.

laura@hi-perlocal.com

Shelton, Hal
5828 Edson Lane
N. Bethesda, MD 20852
301/984-6248(H)
301-984-8007(F}
240/888-6580 {C)

y et

Stephens, Nigel

3314 Major Denton Drive
Beltsviile, MD 20705
{240} 606-6065

Secretal

Strojny, Nancy

82 Hunts Point Road
Cape Elizabeth, ME 04107
508/272-0763

Tucker, Larry
29 Southampton Court
Newport Beach, CA 92660
948/677-7402 {C)

T

Weiss, Ronald

24 Dunbarton Drive
Nashua, NH 03063
603/883-2224
nhinc@aol.com

Williams, lan

18355 Lake Farest Drive
Lakeville, MN 55044
852.426.8277
Iwe9@charter.net

Board of Directors — FY 2017

Chief Executive Officer

Yancey Ir,, W. Kenneth

SCORE Assoclation

1175 Herndon Parkway, Suite 900
Herndon, VA 20170
800/634-0245 {0)

703/487-3066 {F}

202/744-8078 (C)
kenneth.yancey@score.

Last Updated: 8/9/17
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Beginning Your Journey
“Introduction to Entrepreneurship” Course

What is it? The “Introduction to Entrepreneurship” course is the foundational
piece of Boots to Business (B2B). This two-day, in-person course provides
participants with an introductory understanding of business ownership,
What will 1 learn? The course provides an overview of entrepreneurship and
applicable business ownership fundamentals. Participants are introduced
to the skills, knowledge, and resources they need to launch a business:

Military experienceisa
stronger predictor of entrepreneurship
than graduate education® i
"Source: y g i o, rs313.pdf

Continuing Your Journey
Optional Courses + Follow-on Support

After completing the “Introduction to Entrepreneurship” course, participants
can elect to further their study through online courses such as B2B: Market
Research, B2B Business Fundamentals, Special Topic Tracks, or B28:
Revenue Readiness.

Boots to Business and Boots to Business Reboot participants are also
encouraged to take advantage of the many resources and services offered
by the SBA and its partner network, including Veterans Business Qutreach
Centers, SCORE, Small Business Development Centers, and Women's
Business Centers,

$84 VBOC

Eheiasinleschis  SBBHC

gﬁg&w m ;{mrwﬂ 8

FETERANS S
ittt MISSISTIPFL STATE

o e B v s et
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Empowering Veteran Entrépreneurship

from Transition to Small Business Success

The U5, Small Busi iministration’s Office of Busi D
empowers veterans, active duty service members, National Guard and Reserve
members, and military spouses at every stage of business ownership,

Starting & Growing Your Business
Receive expertise through free ¢ ling, training, and
entrepreneusial education,

3 * Boots to Business
National Gt or : Offered on military installations worldwide, service members and their spouses can learn business
RedeRA b analyze the feasibility of a business idea, and tap into the S8 ecosystem,

* Boots to Business Reboot
No access to a mititary i Hation? Held in focal ¢ ities throughout the .S, veterans,
Reserve and National Guard members and their spouses can fearn the basics of business
ownership, evaluate the feasibility of a business idea, and connect with the $BA ecosystem.

* Women Veteran Entreprenaurship Training Program (WVETP)
A network of $BA partners deliver small business development support to wormen service
members, veterans, and military spouses. Programs are offered in 5 variety of formats - from online
waorkshaps to hands-on mentorship,

* Service-Disabled Veteran Entrepreneurship Training Program (SDVETP}
Recelve enirepreneurial training and learn about the tools and resources available specifically
8 for Service-Disabled Veteran-Owned Small Businesses (SDVOSBs).
Whigther Starting, ot . "
of drowing 4 business, VBOCs Pursue federal procurement opportunities and technical assistance.
ste oné-stop shop lok transititn * Veteran Federal Procurement Entreprensurship Training Program (VEPETP)
assistance, training, counseling, - Want to enter of expand into government contracting? Learn how to best position a veteran-owned
and feslirce connections: . husiness to win and retain government contracts through federal procurement training.

Funding Your Business

Gain access to capital at any stage of business through various SBA loan programs,
* Ta Loan Program

Small business loans up to $5 million through commerciat lenders for facilities, equipment,
inventory, and working capital

CDC/504 Loan Program

Long-term loans up to 85 mitlion through Certified Development Companies {CDCs) for real
estate and large equipment

*

*

Community Advantage Loan Program

Loans up to $250,000 through non-profit lenders for business personal property (FF&E) and
warking capital

Microloan Program

Loans up 1o $50,000 through non-profit financial institutions {who also provide technical
assistance) for working capital

*

*

Military Reservist Economic Injury Disaster Loan Program
Loans up to $2 million diractly through the SBA for working capital if a National Guard or Reserve
small business owner or essential employee is called-up to active duty

veteran-ownet business affairs ‘
: E ; SBA Veterans Advantage: Reduced upfront guaranty fees on select SBA 7a loans; available for -

mernbers of the veteran and military simall business community fincluding roilitary spousés

and widows)

Join the ranks of the next great seneration of veteran business owners today.

Visit www sha sbv/ovbd to learn more.
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U8 SWALL BUSINESS ADMINIETRATION

VBOC

VETERANG BUSINESS OUTRESCH BENTERS

Veterans Business

Qutreach Center

Tripow

fom i

Top reasons to connect to a VBOC:

* You are thinking about small business ownership as
a post-service career

* You could benefit from additional management expertise,
mentorship, and access to market opportunities and capital

* You are preparing to apply for a Small Business Administration
{SBA] backed loan or a federal contracting certification

* You are developing or improving your business plan

You ére cligihle for
VBOU small business development
assistance ifyou ate a:

if you are an aspiring entrepreneur or small business
owner seeking to start, purchase, or grow your
business, VBOCS can assist you by providing:

* Transition assistance programs

Boots to Business — the entreprenaurship track of
Departrient of Defense’s Transition Assistance Program
aoffered on military installations worldwide

Boots to Business | Reboot - an extension of Boots

to Business, defivering the same information and benefits
to veterans, members of the National Guard and Reserves,
and military spouses in a more accessible, flexible format

* Business training and workshops on topics such as:

*

*

Business planning

Financing your business

Small business and social media marketing
Human resources and hiring

Business tools and resource referrals

Connection to mentors

Referrals to other partners and programs
Preparation to engage SBA lending institutions
Access to market research databases

Application assistance for federal contracting
certification program

Taitored business counseling and mentoring in-person
and online
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1 Providence, Ri -~ Connecticut, Maine, b t 12 Edi TX - West, Cantral & Southern Texas
New Hampshire, Rhode island, Vermont {956) 663-8931 | juan.santosflores0l @utrgv.edu
{401} 427-6536 | blafauci@cweonline.org www.utrgv.edufvboc
wwwVBOCNewEngland.org 13 Arfington, TX - Arkansas, Nerthern Texas, Oklahoma

2 Watervliet, NY - New Jersey, New York, Puerto Rico, (8171 272-6789 | utavbioc@uta.edu
U.8. virgin islands wwwi.uta.edufvboc
{518) 326-6328 | aamoroso@arsenalpartnership.com 14 Albuguergue, MM - Colorado, New Mexico
www.ybocregion2,com {505) 383-2401 | RichardL Coffel@statenm.us

2 Norfolk, VA - Virginia, West Virginia wawnmvhor.org
{157) 683-4793 | csageste@odu.edu iBa St Louis, MO - lowa, Kansas, Missouri, Nebraska
hitp://www.odu.edufvboc {314) 531-8387 | Info@vetbiz.com

4 Springfield, VA - District of Columbia, wwwvetbiz.com
Maryland, Delaware, Pennsylvania 15b Kansas City, MO - lowa, Kansas, Missouri, Nebraska
{703) 768-1440 | charles@cbpantine.org (314) 532-8387 | info@vetbiz.com
www.chpondine.org wivw.vethiz.com

§ Panama City, FL - Florida 16 Billings, MY - Montana, Utah, Wyoming
{850 769-1551, ext. 3327 | hpeacock@gulfcoast.edu {408) 869-8411 | brian@bigskyeda.arg
wwwvboc.org P bi i it-busi 7

& Fayetteville, NC - North Carolina 17 Grand Forks, ND - North Dakota, South Dakota
{910) 672-2683 {701) ¥77-3700 | und.shdc Jeadcenter@ndus.edu
tebryant@uncfsu.edu frww.fsavboc.com http://business.und.edu/

7 Nashville, TN - Tennessee, Kentucky 18 Sacramento, CA - Nevada, Northern California
{615) 425-7171 | reggie.ordonez@pathwaylending.org {816} 527-8400 | admin@vbocix.org
www,pathwaylending.org wwwvhocix.org

8 Starkville, MS - Alabama, Louisiana, Mississippi 18 Carlshad, CA - Southern California
{662} 325-4990 | rseitz@business.msstate edu {760} 795-8739 | centerinfo@rmiracosta.edu
www.yboc.msstate.edu www.socalvboc.org

9 Warner Robins, GA - Georgia, South Carclina 20 Phoenix, AZ - Arizona
1-833-44VECTR (83287) | VBOC@gavecirorg {480) 322-4634 | mevangelesta@turnanewleat.org
www.gavectr.orgfvboc www.aweecenter.org

10 Flind, Ml - Indiana, Michigan, Ohie 21 Honoluly, Hi - American Samoa, Guam, Hawaii
{810) 767-8387 | matt@vetbizcentral.org {808} 988-1236 | vboc@hawali.edu
www.vethizcentral.org www.hilo. hawaii.edufvboc

11 Mit Wi~ inois, Mi Wisconsi 22 Seattle, WA - Washington, Alasks, fdaho, Oregon
{414} 395-4555 | ana.simpson@wwbic.com {206) 324-4330, ext.136

wwwwwhic.com https:/fbusinessimpactnw.org/vboc/
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