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WELCOME TO
THE SME
TOOLKIT
Welcome to the SME Toolkit: Liberia
Edition.

This toolkit was designed to

be a resource to you no matter what
stage
in.

of

your

business

you

are

Whether your business is still just

an idea or if you are ready to take
your business to the next level this
toolkit has resources to guide you.

By definition a toolkit is a set of tools kept in one place
used for a particular purpose. That is exactly what this
is!

This guide has several tools that will help you plan,

manage

and

grow

your

businesses

and

become

the

thriving entrepreneur that you know you can be.

Module 2-5: Business Management:
designed

for

business

owners

that

operation or getting ready to start.

This
are

module
already

is
in

We have curated

tools and resources that will help you ensure that you are
not only covering all your bases but also maximizing your
business potential.

When you own a small business it is

This toolkit is set up in five modules, to help you navigate

easy to get caught up in the business transactions and

and have a better understanding of what is covered we

often neglect the management of the resources required

have broken down each module as follows:

to

make

cover

Module 1: Development and Planning:

If your business is

still in the beginning stages then start here!
provides

a

lot

of

useful

information

that

The module

will

help

The

module

also

provides

guidance

transactions

managing

human

aspects
resources,

work.
such

These

modules

managing

managing

will

finances,

operations

and

more.

you

decide on a business idea, validate it and determine if it is
feasible.

these

important

on

structuring your business along with legal and regulatory
requirements. It is recommended that everyone start from
the beginning because even though you may have been in

Are you ready to get started? Great, let’s go!

We know

your excited to get up and running but please remember
it is not a race.
exercises,

digest

Take your time and go through the
the

information

and

go

feel

free

to

reference back to specific sections from time to time for
a little refresher. Enjoy!

business for a while it won’t hurt to go back and revaluate.

This module was designed to take you step by step. Its
important that you follow the steps in order because each
step is designed to inform the next. Don’t rush through this
module as it is the most important.
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MODULE 1: DEVELOPMENT AND PLANNING

Most small businesses owners have the tendency to skip over the
development

and

planning

part

straight into the operations.

of

starting

a

business

and

jump

This is one of the main reasons why

businesses fail before they really even get started.

Would

you

get

into

you

car

directions to your destination?

and

just

start

driving

Probably not right?

without

clear

So why would

you want to invest time, money and other resources into something
without planning on how you are going to achieve results?

By the end of this module you will be able to brainstorm and validate
creative business ideas, as well as assess the feasibility of your idea
to determine if it is viable.

Lastly, you will be able to determine the organization structure that
best suits your business and have a clearer understanding on the
legal requirements your must fufill upon start up.

We know it sounds like a lot but don't worry you will be fine!
your own pace and take it all in.

Go at

You will be amazed at what you

discover in this phase.

Enjoy!

"A big business starts small."
- Richard Branson
Entrepreneur
Virgin Group

4

Step One: Identifying a Business Idea
The easiest way to identify a business idea is to think of a solution to a need or want your potential
customers may have. In other words, “Look for problems to solve”.

Businesses

that

solve

problems

have

a

higher

chance

of

success

than

businesses

that

don’t. Sometimes entrepreneurs want to take the easy way out and start a business that they may
have seen a friend or neighbor doing or something that they think may make money without out
really doing proper research.

This module will help you generate business ideas to explore further.

So how do you do this? It is very simple, think of problems and/or inconveniences that occur and
solutions on how you can solve that problem. This isn’t as hard as it sounds. One of the easiest ways
to come up with a business idea is to try and notice when something could have been done better
or when you find yourself wishing that a product or service was available to you. Your business idea
doesn't need to be new, but it does need to distinguish itself from the competition. What are some
businesses ideas that you think you can do better or differently than what is currently available in
your market?

Take some time and brainstorm some of your brilliant ideas by completing the idea template on the
next page.

Try to think outside of the box, Liberia is a small market with many opportunities. Check

out the case example below of successful Liberian entrepreneur who took an idea and turned it into
a successful business.

Mipri Inc. : In House Solutions
Problem:

Finding reliable and trustworthy domestic help is

a challenge. The main source was word of mouth from
friends and associates which often led to a lot of trial and
error

as

well

as

high

turn

over

because

staff

were

not

trained.

Solution:

Mipri Inc. takes the hassle out of the search by

recruiting, training and placing domestic staff skilled in the
areas

of

cleaning,

cooking,

childcare,

and

personal

assistant services. Mipri matches the client with a staff that
meets the needs of the client and ensures excellent service
delivery by monitoring and continual training.

www.mipriinc.com
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Business Idea Brainstorm
At this stage don’t get caught up in how big or small you think your idea may be.

Just list them down

and in the next couple of steps you will validate and assess the feasibility of your idea.

Instructions: In the table below brainstorm at least 3 business ideas by identifying a problem you
intend to solve and your proposed solution.

We started with an example in row # 1 so you can see

how it works.

Problem
1.

There isn't a central
place to find apartments
or houses for rent in
Liberia

Solution
1.

2.

2.

3.

3.

4.

4.

5.

5.

How was the activity?

Create a mobile app or
website where landlords
can pay a fee to post
vacancies and interact
with prospective tenants

Were you able to brainstorm some good ideas?

solid ideas you need to assess if they are feasible.

Now that you have a few

When an idea is feasible it means that given

the conditions such as, market demand, resources required, return on investment.

An idea is worth

pursuing and has a higher likelihood of success.
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What Makes a Good Business Idea?
Many potential business owners

ask very difficult questions

of themselves: Is this worth the risk? Do I have the ability to
run a business? And perhaps the most frightening: Is my
business idea any good?

These

questions

are

important

offers

a checklist to help you determine whether or not you

truly have a good business idea.

ones

to

ask.

The

following

With a good business idea

you should be able to check "yes" for all the questions below.

If you don't get all "yes" answers go back and think about
what needs to be done to turn your "no" into a "yes".

If you

can't think of anything you may want to go back and revisit
your idea so its more aligned with your experience, passion
and of course market demand.

A good idea gives the business room to grow. Don't just latch on to a trend - your business needs
to multi-dimensional if you want it to expand and flourish. Try to forecast how the market will
look in one, two and five years - will there be as much demand for your product then?

Yes

No

Is your idea grounded in personal experience?
Starting and running a business is like writing a book. It's impossible to write a book that
doesn't come from your personal experience. You can't push something out of you that is not
inside of you to begin with. The best business ideas come from what's inside you.

Do you have passion or expertise in the business?
When evaluating the merits of your idea, it's very important for your personal experience to
intersect with a passion you have.

Also, this may seem obvious, but as a function of your

interest in something, it helps if you're actually good at that thing. For example in order to
successfully run a restaurant you must know how to cook. See how that works?

Are you able to articulate the "Why?"
The "why" behind your business idea is absolutely crucial. It's important to have a vision for
your company, a strong internal driver of why it is important for you to be successful. A sense
of purpose will help carry you through the unavoidable periods of trial, doubt, and struggle.

Is the market encouraging?
Although it is possible to be successful in a diminishing market,

you're certainly not giving

yourself the best chance for success. You want to find a market that has most potential for
growth. In Liberia markets that are expected to grow significantly over the next few years
include

but

are

not

limited

to:

agriculture,

technology,

food

production,

tourism

and

hospitality to name a few.
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Step Two: Validate Business Idea
A business idea can live perpetually in an idea phase if steps aren’t taken to transform it into an actual business.
are any aspiring entrepreneurs who have amazing ideas and just sit on them. Don’t let that be you!
because the process of getting them to market can seem overwhelming.

There

Business ideas stall

In reality, if you validate your idea the process

thereafter gets much easier. Now, you must be asking, "How do I validate my idea?" Below we have detailed the steps for
you.

It is not expected that you will complete all these steps in one day, for some it may take weeks or months.

Remember its not how fast but how well, so take your time and work through this exercise.

Just remember, it is much

easier to build a business around a demand than to build a demand around a business so make sure your business idea is
something people want and most importantly are willing to pay for.

1. Look For It
Before you even get wrapped up in an idea, save yourself the time and do
to find out if it already exists.

thorough research

If you find it does, do not give up on your inspiration too fast.

Perhaps there are ways to improve on the existing product? Can you offer value to the
business already producing it? Could the market be satisfied better? Is the market large
enough for multiple players? If you answered "yes," move to the next step.

2. Seek Feedback
Talk to others about your idea, especially people you trust. At this stage, what you want is
brutally honest feedback. Entrepreneurs have a tendency to get stuck in "idea lock," when
they are insistent that their idea is a winner, regardless of what others say. If you are the only
person who truly thinks the idea is good, then it is time to reassess.

3. Build a MVP
If your idea has support, then consider developing minimum viable product (MVP) also known
as a sample or prototype, to determine if it is a product you and others would really use.
Once you have the MVP, use and test it and have others test it as well. If it turns out to be a
product that you and your friends would never really use, scrap the idea.

4. Start Building Your Brand Identity
If your testing goes well and you feel that you might have a winning idea, start building a
brand around it now. In today's fast moving and innovating business environment, an idea that
is validated today may be copied or even obsolete tomorrow, so do not delay.
choosing a great name.

Start by

Next, secure your business name on every social-media platform you

can. If you plan on having a website secure the domain name and create a landing page until
you are ready to go live.

5. Develop a Customer Acquisiton Plan
Before you dive into a lengthy business plan, which more than likely will be obsolete before
you even launch, focus on two questions: 1. "How do I get my first customer?" 2."How do I get
my n-th customer?" You may have the best business plan in the world, but without customers,
your business is nothing. Create a thoughtful customer-acquisition plan and marketing
strategy and be prepared to explain it to investors, partners and stakeholders, as this will
undoubtedly be the first questions they ask.
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Step Three: Determine Feasibility

Feasibility is a crucial part of business planning. This process will help you think through your idea and understand
if it is worth the investment of your time, money and other resources. “How do I know if my idea is feasible?”.

The

short answer is you don’t, at least not yet anyway. Thinking through your business idea increases the chances of
success as one of the major causes of business failures is bad market research.
about getting started right away this step is essential.

While you may be enthusiastic

Without it you won’t have the information you need when

you’re marketing and pricing your product or service offering.

Before you move to the next step you should be able to comfortably answer all of the questions listed below. If
you don’t know the answers or you are unsure just do a little more research. Putting in the time now can potentially
save you a lot of money later.

Market Feasibility
What is the demand for your products or services?

What type of customers will buy your products or

Commercial Feasibility
How much money do you need to make to meet your
income expectations?

How long do you expect to be in business before you

services?

make you first sale?

The number of potential customers, who they are and

How much money do you need to start up?

their location.
How do you intend to fund the business during the start
Why will your products or services appeal to potential
customers?

up phase?

Estimate your fixed and variable costs.

How do you intend to sell your products or services?

What price would your customers pay for your products

Who are your competitors?

and services?

Do your products or services fill a need not already met

What is your sales forecast?

by your competition?
What is your breakeven point?
How do your products or services rate in terms of price

How long will it take to reach breakeven sales volume?

and quality compared to your competitors?
How much working capital will you need to sustain
What are the strengths and weaknesses of your main

operations?

competitors?
Return on investment
What is your unique selling proposition?
Cash flow analysis
Are there any barriers to entering the market?
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Step Four: Determine Resources Required
In the first step you brainstormed ideas, in the second step you determined the feasibility and now in the fourth step you
will identify the resources required.
required to get you started.

Resources are the tools, equipment, staff, facilities and even financing that will be

In the worksheet below you will start listing out the resources required to get your business up

and running.

Take your time and think about the type of resources you will need in order to launch your business. It is recommended that
you focus on what is required (what you need) before you get into what is desired (what you want).
are non-negotiable , without these you have no business.

Required resources

Desired resources are a bonus or in other words the icing on the

cake but are not required to start. Depending on the type of business it is advisable to have enough resources to cover the
first 3-6 months of your business operations.

This will give you enough cushion to get the business of the ground and get it

to the point to where it can sustain itself.

Some examples of resources include but are not limited to: equipment, inventory, staff (HR), software/hardware, supplies,
cash, marketing materials, etc.

What do I need?
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.
12.
13.
14.
15.

What do I want?
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.
12.
13.
14.
15.

By separating your needs and wants it helps your distinguish and prioritize what is important without losing sight on what
your desires are.

Just because it is not essential doesn't mean you can't have it,

we just want to make sure that you have

all the bases covered before you start using resources on things that only add value but aren't required.

Now that you have your list start thinking about the cost associated. This will give you an idea on how much capital (cash)
you will need to get up and running.
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Step Five: Business Structure
Selecting a business structure can be confusing to the new entrepreneur as there are many variables to consider. Some
common questions asked are: "will this be a one man operation? or will there be others involved?" , "Will there be
investors?", "Do I want to take responsibility for the liabilities or do I want that to be separate?".

The most common forms of business are sole proprietorship, partnership and corporation. Because each business form
comes with different tax and other liability requirements, you will want to make your selection wisely and choose a
structure that closely matches your business needs.

Below is a table of the legal types of businesses in Liberia as well as their descriptions and requirement. This list below
includes the most common business forms for SMEs in Liberia. Review the table below to understand the different options
to see what may be best for your company.

#
1.

Business Type
Petty Trade

Description
Petty trade is a small scale
business that engages in the

Fees*
L$ 2000

sale of inexpensive goods or

Sole
Proprietorship

The sole proprietorship is a
business that legally has no

National identification
document and a passport size
photograph.

services.

2.

Requirements

L$ 2000

separate existence from its

Legal ID document of the
proprietor/proprietress and a
passport-sized photograph

owner.

3.

A partnership is when 2 or

Partnership

more people operate

L$ 3000

Partnership Agreement/Limited

a business as co-owners and

Partnership Agreement, a legal

share income. All co-owners

ID document of each of the

(i.e. partners) act on behalf of

partners,

each other in the business.

4.

Limited
Partnership

Management of a limited
partnership rests with the

L$ 3000

"general partner," who also

Partnership Agreement/Limited
Partnership Agreement, a legal
ID document of each of the

bears unlimited liability for the

partners,

company's debt and
obligations.

5.
6.
7.

Limited Liability
Company

Business
Corporation

Non-Profit
Corporation

A limited liability company (LLC) is
a corporate structure whereby the
owners are not personally liable for

L$ 4000

A business corporation is a

L$ 4000

legal existence from its

carry on activities for purposes other
than the financial gain of its
members. It can earn a profit, but any

Articles of Incorporation, Legal
ID document of the applicant,
Legal ID document (s) of the

shareholders and directors.

A non-profit corporation is formed to

ID document of the applicant
and/or member (s).

the company's debts or liabilities.

legal entity that has separate

Certificate of Formation, Legal

shares subscribers

L$ 3500

Articles of Incorporation, legal
ID document of the applicant
and/or any of the
incorporators

profit must be used to further the
goals of the corporation rather than
be paid out to the members.

*Fees for Liberian Nationals
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Step Five: Legal Requirements
Now that you have decided on your business idea and structure, there are a few legal requirements that need to be taken
care of. If you want to legally run a business in Liberia you must adhere to all of the below requirements.

Please note that the requirements below are general and applicable to all businesses. However, in most cases depending
of the type of business you are in you will have to comply with other requirements that are set out by the government
ministry or agency that regulates the sector your business is in. To be sure, it is advised that you check with the applicable
ministry or agency on all requirements so you are in compliance.

Your business must be registered with the Liberian Business Registry.

To do this you will

take all of your required documentation and forms to the Liberian Business Registry along
with

required

fees

and

submit

an

application

for

business

registration.

The

Liberian

registry is designed to be a one stop shop so everything you need to complete your
business

registration

can

be

done

at

the

LBR.

This

includes

creation

of

articles

of

incorporation (if applicable) and applying for a Tax Identification Number (TIN) which is
required

to

pay

taxes

through

the

Liberia

Revenue

Authority

(LRA).

Your

business

registration is valid for 12 months from the date it was issued.

If your business will have employees (including yourself)
with

the

National

Social

Security

and

Welfare

you are required by law to register

Corporation

(NASSCORP).

Monthly

contributions based on an employee’s salary are to be made which will qualify them for
benefits in the event of retirement, injury or death. Every business that has employees who
are

paid

salary

must

register

the

company

and

employees

with

NASSCORP

upon

commencement of operation.

Detailed

information

on

how

to

register

with

payments can be found on their website at
head

office

at

24th

street

Sinkor

or

any

NASSCORP

and

how

www.nasscorp.org.lr

of

their

sub

offices

to

make

monthly

or you can visit their

throughout

the

fifteen

counties.

Every entity or individual with tax obligation must obtain a tax identification number
(TIN). Typically when you register your business a TIN is processed and included on your
registration certificate. However, if you don’t have one you can obtain one from the LRA by
completing an application form. Additionally, if you have employees they will also need
TINs in order for you to pay their monthly income withholding.

For more information on LRA or to download forms or other requirements you can visit their
website at

www.lra.gov.lr

or you can visit their head office at ELWA Junction, Paynesvile

or any of their sub offices throughout the fifteen counties.
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Module 1 Summary

Key Points to Remember
1
2

When

developing

a

business

idea

try

to

think

of

a

problem

or

inconvenience that may occur and solutions on how you can solve them.

Ideal business ideas are a perfect combination of what you like doing,
what you are good at and what people are willing to pay for.

When you develop your business idea it should be validated by seeking

3

feedback from others.

You

need

to

be

sure

you

get

"buy

in"

from

potential customers before moving forward.

As much as you love your idea you have to make sure its feasible before

4

moving forward.

Is there enough demand? Are there any barriers to

entering the market?

Ask yourself the tough questions to make sure your

idea will work.

5

Make sure you determine what resources will be required before hand.

6

When selecting a business structure be sure to weigh all the benefits and

7

Its

This will help you prepare for start up.

risks of each option and seek legal advise if you need to.

important

to

ensure

that

your

small

business

is

compliant

with

all

regulatory obligations such as registering your business with the Liberian
business registry, Liberia Revenue Authority, and National Social Security and
Welfare Corporation.
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MODULE 2: MANAGING YOUR OPERATIONS

Any

well-run

organization

has

an

effective

operations

management. Often small businesses disregard it as they feel it
does not apply to them. What you may not realize is that the
concepts,

principles

and

benefits

behind

operations

are

applicable to all business – no matter what size.

Operations can be defined as managing the inner workings of
any

business

business

so

it

function

runs

as

efficiently

responsible

for

as

possible.

managing

the

It

is

the

process

of

creation of goods and services. It includes planning, organizing,
coordinating and controlling the resources needed to produce
goods and services.

Due to operations being a management function, it involves
managing people, equipment, finances and information. It is
the core function of every business. Operations management
sets

the

tone

for

the

day-to-day

tasks

necessary

successful company.

Keep it simple, scalable and
profitable."
Jefyne Togba

Growth Strategist

The Vantage Group
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Understanding Your Operations
In a small business, every owner should oversee the design and management of the product
or the service that they offer. A small business may not be able to dedicate a single person
to an operations role. However it is important that employees and owners

understand the

business and how various processes impact on the day-to-day running the company, for
example:

If you’re in the

retail business,

your goal would be to stock the items your

customers want. For operation success, the daily goal is to perfect and protect
the inventory.

If you’re

a restaurant,

inventory problems are a lot more challenging, since

products are perishable. Operations in a restaurant are not just food stuffs, but
also purchasing, preparation and costs of food, beverage, and labor. It also
concerns customer service and customer experience.

A

service company,

can divide their operations into two key brackets – client-

facing and business related.

Product based companies are the reason why operations exist. An operations
assembly line in small business makes products as well as how its purchased,
the store, the making and shipping of the merchandise.

Advantages of a Effective Operation in Your Small Business
It reduces the cost of products and services by being efficient
It increases revenue through customer satisfaction
It decreases the amount of investment necessary to produce the goods and
services by being effective in the use of resources.
It provides the basis for innovation and building a social base of operations and
knowledge.

Operations are key to running a business. By asking questions about existing processes
and identifying how to improve them, a business is able to define and optimize what
operations means to you and your small business.
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Understanding Your Operations

Business operations vary according to business type, industry, size, and so on. Operations for a restaurant , for example,
will look different from operations manufacturing company.

Business operations for most businesses, though, take into account the following elements:

Process

Staffing

Location

Process is important because of

Staffing is determined by the

Location is more important to

its impact on productivity and

processes. Who needs to do the

certain types of businesses than

work outlined in the work

to others – and the reason for

processes and how many of

the location will vary. A

efficiency. Processes done
manually that can be done

them are needed? A small
quicker with equipment or that
duplicate work done by other
departments can cost a
business time and money.

consultant might only need

business might need a few

room for a desk at home, a

people who do everything while

retailer will need a location with

a large company will need many

storage, and a resturant owner

more people who do specific

will need a space with a

things.

kitchen.

Equipment / Tech

The equipment or technology
needed for optimum business
operations will often have an
impact on location. The
consultant with a staff and will
need more space than one
without. A restaraunt that does
only takeaway will not need the
same space as a restaurant that
does dine in.

To get a better understanding for your operations complete the exercise on the next page.

When

completing

this exercise think about your entire process flow from beginning to end. What does it take to get your your end result,
which is the product or service delivered to your customer? Check out the sample below for a company that produces
fresh juices delivered directly to their customers. Customers can place their orders online through the company's
website or call to have it delivered. Currently the product is not available in stores and all of the production and
dispatch is done in their small factory in town.

Think about all of the processes in your business and the type of staff, equipment and or, technology that will be
required to achieve that process.

What are you doing?

What Staff are required?

Buying Ingrediants

General staff

Process

1.

Staffing

What will you need?

Tech/Equipment
n/a

Location Requirements

Location

markets nearby

Production equipment
(grater, juice press,
grinder

must have kitchen

2.

Producing Juice

Trained production
Staff

3.

Phone orders

Customer Service Rep

Mobile phones to recive
and process orders

Good network
coverage

4.

Online orders

Customer Service Rep
IT Specialist

Smart phones/Tablets to
receive online orders and
Website

Internet
Connectivity

5.

Delivery

Delivery
agents

Motor Bikes

Central location
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Identifying Your Processes

Now its time to list

out your company's processes. To recap, the process itself is what needs to be done.

staffing requirements detail the type of staff required to execute the process.

The

The location will indicate the

location requirements for this process, and lastly the equipment/tech column should list what equipment or
technology is required.

The purpose of this exercise is for you to see clearly all the processes in your business that need to be managed.
Sometimes laying your processes out in this manner helps your identify any potential gaps and strengthen your
processes. This is also the first step to developing procedures for your processes which we will cover next.

What are you doing?

What Staff are required?

Process

Staffing

What will you need?

Location Requirements

Tech/Equipment

Location

1.
2.
3.
4.
5.
6.
7.
8.
9.
10.

Now that you have identified all of your processes you can start to document them by writing them down and
creating procedures. Creating procedures for the processes details how a process should be carried out.

The

easiest way to achieve this is to create procedures in a step by step format (a sample procedure for the juice
company can be found on the next page).
By documenting your processes:
- Your staff will clear on what needs to be done and how.
- You are strengthening the consistency and quality of your product or service.
- You are ensure that all of your basics are covered and that there are no gaps in your
process flow.
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Creating Procedures
In the last exercises you listed out all of your processes.

Now you are going to create standard operating procedures

also know as a SOP. But what exactly is an SOP and why do you need one? A SOP is an outline of the steps you take
to execute recurring tasks in your business.
sounds intimidating but

To sum it up, it’s a checklist of tasks you do for your business.

you’re going to want to learn this.

Why?

We know it

Because an SOP will save you time, energy and

money. We compiled a list of easy tips to create your own SOP.

1) Centralize your procedures
The best way to keep all your documents in one place.
Dropbox or Google Drive.

The easiest way to do this is using an online platform such as

By keeping your SOP online it can be easily accessed by your staff and it is easy to make

changes and best of all it is completely free.

If you are not that technologically advanced printed copies are still fine

too.

2) Create consistent looking procedures
You’ll want your procedures to look similar.

For instance, place the title at the top, centered, bold, in size 14.

list the big steps left aligned, bold, in size 11.

Next you’ll

Then you’ll list the little steps below the big steps left aligned, bullet point,

in size 11.

3) Make it your own
Add extra details at the top of the procedure doc if you want, like how often the procedure is performed or any other
important notes.

4) Keep it simple
Just a simple outline with clear steps is all you need. No need to stress over it. You can always go back and add more.

5) Create your SOP’s while you’re doing the task
Documenting business procedures can be a tedious job. BUT, that doesn’t mean you shouldn’t do it.

Instead of feeling

overwhelmed by everything you need to document, just jot down the steps the next time you do the task.

6) Test the procedures
Ask someone to go through the steps and see if they get lost anywhere. If so, you’ll need to clarify or add more steps.

7) Update as needed
You’ll want an updated version so that you and your team know exactly what to do.
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Module 2 Summary

Key Points to Remember
1

Have a good understanding of what is required for your business to
operate smoothly. What needs to be done? What staff will be required?
What equipment or tech will be required?

2

Create procedures to ensure your employees know what to do and that
there is consistency in your operations.
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MODULE 3: MANAGING YOUR FINANCES

As the owner of a small business, you are likely all too aware of
the many moving pieces it takes for a business to run smoothly.
Dealing with finances is often the last area owners want to spend
time on. While this area of the business can be very intimidating
for many, it doesn't have to be. In this module we will cover basic
financial concepts that every business owner should know.

Financial management is one of your main avenues to success as
a business owner. It is the way you know if you are making a profit
and helps you decide what you can afford in terms of store or
office location, inventory purchases, employees, and equipment.

In this module we will give you the tools to properly handle your
booking, understand the financial position of your business, and
make projections to plan your business growth.

"Rule #1 Never lose money. Rule
#2: Never forget rule # 1"
Warren Buffet
Business Tycoon
Berkshire Hathaway
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Profit Margin
First off, what is a profit margin?

A profit margin

represents the percent of revenue earned after all costs, taxes,

depreciations, interests, and other expenses have been deducted.
To calculate profit margin of a business, most organizations use the following formula (though we explain other ways to
calculate below):

Profit Margin = (Total Sales – Total Expenses)/Total Sales
Understanding your profit margin is important because it helps grow your business, identify potential issues, and even
helps you manage your spending.

We are sure that you didn't get in business to lose money so its always important to

make sure that your maintain a positive profit margin that also leaves a little money left over to handle any major and
unexpected business expenses.

So, how do you calculate profit margin?
product

or

service,

Gross Profit Margin

The gross profit margin equation is

typically used to determine the profit margin of a single
not

of

a

business

as

a

whole.

To

determine the gross profit margin, a business looks at the
retail price of its product and subtracts the cost of materials
and labor used to produce it. It then divides that by the

)

Gross profit margin:

Retail Price

$20

to

make,

the

gross

profit

margin

is

20%

X 100

($5

divided by $25).

=

determine

an

entire

This

is

often

company's

the

profit

equation
margin.

used

Net

to

profit

margin is calculated by taking the company’s total revenue
for a given time period, subtracting total expenses, and then
dividing that figure by total revenue. For example, let’s say
your

company

generates

$10,000

USD

in

sales

and

has

)

Net profit margin:

be

50%

($10,000.00

–

$5,000.00

=

% Profit Margin
Net Profit Margin

Total Revenue

Total Expenses

$5,000.00;

$5,000.00 divided by $10,000 equals 50%).

)

Total Revenue

operating expenses of $5,000.00 USD. The net profit margin
would

)

Retail Price

retail price. For example, if you sell a product for $25, and it
costs

Cost

=

X 100
% Profit Margin

What is a Good Profit Margin?
A good profit margin is subjective very much depends on your industry and expansion goals and other factors,
like the economy. Businesses with hardly any overhead costs, like consulting, for example, have higher profit margins
than, say, a restaurant, which pays overhead costs in rent, payroll, inventory, and so on. Take a minute and work out
the formulas above to determine your profit margin. If the number is positive that means that your business is making
profit. However, you should still see if there is room to increase this number. If it is negative however, that means that
your company is losing money and you have to make necessary adjustments.
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Budgeting
Creating a budget is the first place to start with your financial management practice. A budget is a list of all your
(monthly or yearly) expenses, organized by categories. A budget is a tool that helps you:

Track all your business expenses
Plan for the future
Economize when you need to plan for expansion or take austerity measures
Make a profit

When just launching your business, creating a budget is one of those things that can fall by the wayside. If your business
is operating with a significant amount of profit or is going through a boom, it might not seem important to create a
business budget. A budget can help to ensure long-term success for your business. A budget helps you to see past next
week and next month and to next year, as well as the next five years.

We have developed a step-by-step guide on how to create a business budget of your own to make the process as easy
as possible.

As you get started, you’ll notice that the business budgeting process starts with looking backward at your

past income and expenses. The longer you’ve been in business, the easier this process will be, as you’ll have more data to
look back on as you move to creating your forward-looking budget.

If your business is brand new you might have to do some more research into typical costs within your sector or business
area in order to get working estimates for your projected finances.

Step 1: Look at Your Revenue
The first step in any budgeting exercise is to look backward at your existing business and find all of your
revenue (aka income) sources. Add all those income sources together to discover what money comes into
your business on a monthly basis.
When finding your income, make sure to calculate for revenue, not profit. Your revenue is all the money that
comes

into

the

business

before

expenses

are

deducted.

Profit

is

what

remains

after

expenses

are

deducted.
Once you’ve identified all of your income streams, calculate your monthly income. It’s important to do this for
multiple months—and preferably for at least the previous 12 months, provided you have that much data
available.

Step 2: Determine Cost
The second step in creating a business budget is to add up all of your fixed costs. First look at your fixed
cost. The term fixed costs applies to any cost that is necessary on a recurring basis for the operation of your
business. Fixed costs might occur daily, weekly, monthly, or even yearly, so make sure to get as much data as
you can. Some examples of fixed cost include: rent, supplies, debt, payroll, taxes, etc. Next you will
determine your variable cost. The cost of raw materials and inventory to make your sales is the key variable
cost. For example, if you are clothing boutique, this would include inventory you purchase and sell every
year.
This will vary depending on how much you sell, which is why it is known as a variable cost.

Step 3: Create Budget
Use the budget template below to create your operating budget for the next one year. Once you have
compiled your budget, add up all of the cost and ask yourself the following questions.
- Is your total cost less than your revenue?
- Do your total costs provide a profit margin greater than or equal to your target?
If the answer to either of these questions are no, you will need to look into making cuts. To do this, look at all
your costs, and examine what you can do without.
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Create Your Own Budget
Below we have created a budget template to help you get started on building your own budget for your business. We
have included some of the most common categories used by small business owners but free to add additional categories
that may be applicable to your business operation.

Work out a realistic twelve month operating budget and be sure to

be thorough. Throughout the year you can compare what you have acutally spent to your forecasted budget.

Annual Operating Budget
S/N
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.
12.
13.
14.
15.

Description

Monthly Budget

Category

Rent
Electricity
Water
Payroll
Inventory purchases
Taxes
Bank Charges
________________________
________________________
________________________
________________________
________________________
________________________
________________________
________________________

$__________________
$__________________
$__________________
$__________________
$__________________
$__________________
$__________________
$__________________
$__________________
$__________________
$__________________
$__________________
$__________________
$__________________
$__________________

Fixed
Variable
Variable
Fixed
Variable
Variables
Fixed
______________________
______________________
______________________
______________________
______________________
______________________
______________________
______________________

Grand Total _____________ X 12 = _____________Annual Budget

Congratulations you have a budget!

Remember this is not cast and stone and will have to evolve as your business

evolves. For example in slow seasons you may have to cut back on some of your expenses and in peak seasons you may
have to increase some of your expenses to meet up with your demand.
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Bookeeping Basics
Bookkeeping is the organized process of tracking all income and expense transactions. Bookkeeping is a critical
component of financial management, which leads to better business decisions.

We have compiled key bookkeeping

principles that can be applied to your small business.

Here are ten basic bookkeeping tools to put into practice:
Open a bank account for your business.

Do not mix business and personal bank accounts. We have

compiled a list of the various banks in Liberia that offer business checking and savings accounts in annex
02

Reconcile your business bank account monthly.

Each month, reconcile your account using your bank

statement and records.

Track your sales.

Create an

system for tracking sales using tools such as a ledger book, invoices, and a

sales book. More advanced options would be with accounting software such as QuickBooks or Wave.
Whatever you decide to use make sure to use it consistently.

Deposit all cash generated from sales.

Deposit all sales in your business bank account and make sure

to keep the deposit slips (you will need these later to do your reconciliation). Total sales should equal total
deposits. Do not spend cash sales. Link all forms of sales documentation (such as invoices, ledger, and
sales books) with a specific deposit.

As much as possible,

write business checks for all business expenses .

Only use a petty cash system

for small purchases (less than $50.00 USD or its LRD equivalent). A petty cash system helps you easily take
care of smaller expenses. With a petty cash system you keep a fixed amount of cash on hand, for example
$100 USD or its LRD equivalent. When you have small expenses you can spend from your petty cash but be
sure to track it. Once your cash runs low reconcile what you spent with what you have left and if all looks
okay you can replenish the cash.

Makes sense?

We have included a sample petty cash register on the

next page for your easy reference.

Choose and accounting method and stick with it.
books.

The

first

is

cash

based

accounting

you receive payment from your customer.

There are two different options for keeping your

which

is

where

you

record

revenue

only

when

The second is accrual based which is when you record revenue

when the sale is made. For example, if you made a sale on credit but haven't received your payment yet
you would still count that as revenue since you expect to receive the payment at a later date.
options have its pros and cons and one is not necessarily better than the other.

Both

If you are a cash based

business it better to go with the cash based and if you extend credit frequently accrual based may be a
better option.

Pay business expenses first.

Most businesses start out as a sole proprietorship. In sole proprietorships,

you, the owner, do not get a salary; rather you take what is called an owner’s draw. A common question is
how much draw to take? Here’s a rule of thumb: Sales pays for business expenses first, personal expenses
second. Owner's draw come from profit so that means if your company is not profitable or barely making
ends meet it is not the best idea to be withdrawing funds.

Run a profit and loss (P & L) monthly.

A bank account balance is not a good indication of how much

profit the business has made or what amount is available for owner’s draw. A P & L statement can provide
a better picture of the financial health of the organization.

Create processes to manage your financial transactions.

Document your system so even in your

absence your records are being maintained.

Pay yourself with owner’s draw. Owners should pay themselves by writing a check

or making a transfer

from the business account to a personal account.
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Managing Petty Cash
Petty cash is a small amount of cash that any business can keep on their premises in a lockable container.
Petty cash should be properly controlled with a petty cash log and accurately entered into the bookkeeping system in
exactly the same way you would maintain a bank account. Petty cash starts with a fixed amount and then the amount is
replenished to start it back at the fixed amount again.

To start your petty cash you should first purchase a small box that can be locked. Next you need to decide on your petty
cash float. The float is the maximum amount you can start your petty cash with.

You may decide that $100.00 is enough

to start with so the float will be $100.00. Withdraw the money from your business bank account making sure to have
smaller bills. You may decide you want to use multiple currencies, if so it is advisable to have a petty cash float for USD
and one for LRD and treat them as separate petty cash accounts.

Next you will need to create a petty cash voucher similar to the one pictured. You can buy pre-printed ones at a
stationary store or you can design you own on your computer. These pre-printed slips are good for helping you to
remember all the details you need to put on the voucher. Blank bits of paper may encourage sloppy habits such as
forgetting to put the date, the proper amount etc.

Prepare a blank petty cash log utilizing a ledger book or a printed worksheet, we have a completed sample below.
Keep this log readily available so you can fill it in on a regular basis taking the information off the petty cash vouchers.
The petty cash log is useful for keeping a running total of the balance left in the box – a good way to ensure the box
doesn't run short of cash.

If your petty cash is very small and used very little then you can get away with not using a petty cash log but instead
enter the information straight from the vouchers into the bookkeeping system at the end of the month when it is time to
reconcile the petty cash.

The petty cash should be reconciled at the end of the month
the same way a bank account is reconciled. Also, the cash
will need to be counted and the total should match the total
at the bottom of the petty cash log.

The final step is to top-up the petty cash to the float amount.
Many people get confused about topping up a float. If you
initially decided that the float is $50, and at the end of the
month

you

have

more

than

$50

the

extra

should

be

deposited into the bank account so that you start the new
month with $50.

If there is less than $50 then the cash box should be topped
up to the $50 amount. You do not top up with $50 (unless of
course, there is nothing left in the box)!
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Purchasing Policies
It's easy to neglect the area of purchasing in your business. Of course you buy goods and services, but you don't always
plan the purchases as well as you could. As a result, you may spend more money than they need to or buy goods that
aren't of the proper quality for your needs.

If you don't

devote enough attention to your purchasing, your cost of doing business could rise to an unnecessarily high

level. As operating expenses increase, profit margins shrink, you would either have to live with lower profits or raise your
prices, and neither of these choices is appealing. By keeping your costs under control, you'll be able to keep your prices
at competitive levels and maintain a desirable profit.

Purchasing Policies
To purchase wisely, you need to buy the right quality and quantity of materials or products at the best possible price and
at the appropriate time from the best vendor. In your small business, you as the owner probably is the one who decides
what to buy, when to buy, where to buy, and how much to buy. As your business grows, however, you may no longer be
able to handle this task and will have to delegate it to others. While you probably won't need to create an entire
purchasing department, you will need to assign this task to a manager to handle. By selecting one person to manage all
of the business's purchasing activities, you will decrease the risk of duplicating orders for the same materials.

Purchasing need not be the Purchasing Manager's sole duty; in fact, your business may not do enough purchasing to
require a full-time purchasing manager. You should select an employee who can handle purchasing, as well as the other
duties he or she my already have. Before you delegate the purchasing function to another employee, you should write out
a purchasing policy for your business. You may even want to create such a policy while you are still responsible for
purchasing, as a guide for yourself.

Your Purchasing Policy Should Answer the Following Questions
1. Who has the authority to purchase items for the company?
2. What items can that person purchase?
3. Are there any spending limitations?
4. What documentation is required?
5. What are the business's requirements for adequate supplier competition and what criteria will be used to
select possible vendors?
6. Which types of contracts can the business enter into with successful bidders or vendors?
7. What is the company's position on conflict of interest?
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Purchase Orders
Below is a sample purchase order from Joy's Juice Factory. You can use

Make sure to
include

this as a template and adapt for your businesses' purchasing process.

the date and PO
number

Where the product
should be
delivered.

Description of
what you want to
purchase and
cost.

Special instruction
s go here (if any).
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The Ordering System
The steps your employees and purchasing manager will follow to request, order, receive and pay for goods and materials
make up your ordering system. A good ordering system will help maintain satisfactory supplier relations, improve cash
management, aid in inventory control, and increase the overall profitability of your company.

Purchase Order
Once the purchasing manager has received a requisition, he or she will need to select a supplier and
check the price of the items ordered. After agreeing on a price, the purchasing manager will send a
purchase order to the supplier. This order is a formal request to the supplier to deliver materials or
supplies according to the terms and prices agreed upon. Purchase orders, can help small businesses
keep track of their purchasing activities. You can refer to your purchase orders to see if suppliers have
shipped the correct goods in the correct quantity. You can also see if suppliers are delivering goods on
time. Purchase orders can also serve as support in any legal disputes if they arise between you and the
supplier.
Purchase orders should include information such as the type of product or service you are ordering, the
quantity desired, price and delivery terms. The orders should also have an area for any additional
information. Purchase orders should also include your company name, address, telephone and email, as
well as your logo. If possible create your purchase orders with at least three parts: a vendor copy, an
internal file copy, and an accounting copy.

Receiving Records
A delivery note will accompany orders you receive. Make sure that the items shipped match the items
indicated on the delivery note. Inspect all of the items to make sure there is no damage. If you are
satisfied with the delivery go ahead and sign. If there is any issue with all or even partial delivery make
sure to indicate that on the delivery note and contact the supplier right away.

In some cases, you won't

have to send payment with your order; your suppliers will either include an invoice with the delivery or
send the invoice to you separately soon after

you recieve your order. When the invoice arrives, check it

against the delivery note and the purchase order. Write a check for the appropriate amount, note the
check number on a copy of the invoice, and file the invoice and delivery note.

Purchasing Management
Though purchasing is certainly an important task and deserves careful attention, you will not be able to spend the same
amount of time on all of your purchases, nor should you. More expensive items, for instance, deserve more careful
attention and consideration than less expensive ones. The following four considerations will help you decide what items
deserve the most attention:

Unit cost:

Give more attention to costly items than to less expensive ones. The more money you have

tied up in a given type of inventory product, the more attention you need to give to that product in your
purchasing, even if you sell few of these expensive items.

Extended Cost:

Some items may have a low cost, but you may buy and sell them in high volume. In this

case, you may need to give a higher priority to these items, although their unit cost is fairly low.

Lead Time: You need to consider the time to allow between ordering an item and receiving it. If a lowcost item has a long lead time, for instance, you would need to make regular checks on its delivery
status.
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Financial Statements
No matter how big or small your business is, whether you do your own bookkeeping or you have an entire accounting
team, there are three financial reports that all entrepreneurs must know like the back of their hands:
- Balance Sheet
- Profit and Loss Statement
- Cash Flow Statement
We have provided detailed explanations of each of these financial statements below.

Balance Sheet
Of the Big Three Financial Statements, the balance sheet is the
only one that shows the financial health of a company at a given
moment. Instead of listing your business’s income and expenses
like the profit and loss statement does, the balance sheet is a twosided

chart

with

three

components

(Assets

on

one

side

and

Liabilities and Equity on the other):

One side lists the value of what you owe (your liabilities) and any
owner equity (including your retained earnings) while the other lists
the value of what you own and who owes you (assets). In short
your assets = (liabilities + equity).

Profit and Loss (P & L)
The P & L statement shows your revenue, costs, and expenses
during any given period of time. The P & L statement is also the
best view into your bottom line, or net income, which is why it’s
typically used to show lenders and investors whether your company
has made or lost money during a given period.

If you are familiar with the differences between cash and accrual
accounting, you can probably guess that the method you chose
can really dictate the figures reported on your P&L. Because each
method has its own timing for recognizing revenue (cash requires
money

to

change

hands

and

accrual

recognizes

income

and

expense as they are earned in real-time), the P&L for any given
period will reflect different transactions or values.

Cash Flow
A cash flow projection is a financial statement that tries to show how
cash is expected to flow in and out of a business over a future period
of time. A cash flow projection is used to see if projected cash
receipts

(in

flows)

will

be

sufficient

to

cover

projected

cash

disbursements (out flows). A business can be profitable and still run
out of cash.

A cash flow projection is a great tool for setting sales goals and for
planning for expenses to support those sales. A related use for a
projection is to determine your breakeven point during a start-up or
expansion phase. If you need to plan for a large expenditure, such as
an equipment purchase or move to a new location, a cash flow
projection

is

the

perfect

tool.

Similarly,

if

you

have

a

seasonal

business with large inventory purchases, a projection can help you
have the cash on hand to make a large inventory investment when
you need it.
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Sample Balance Sheet

Assets can be defined
as the valuables that
the company owns to
benefit from or are used
to generate income.

Liabilities are debts
owed by the business.
These are claims of the
creditors against the
assets of the business.

Owner’s equity sometimes is
also referred to as the book
value of the company because
owner’s equity is equal to the
reported asset minus the
reported liability.

What can be analyzed from a balance sheet?
The general financial state of the business at a specific point in time
The amount of capital retained in the business
The productivity, growth and solvency of the business
The pace at which the assets can be converted to capital
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Sample Profit and Loss (P & L)

All forms of revenue
brought in by the
company.

Expenses incurred during the
fiscal year. The list is not
exhausitve. You may add other
expense catagories that may be
relvant to your business.

Net income equals your
revenue minus your
expenses and taxes.

What can be analyzed from a profit and loss statement?
Volume of sales
Sources of income
Income versus expenses
Net Income as a percentage of sales (profit margin)
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Sample Cash Flow

These are the revenue
and costs of the day
to day operations of
your business

These are the revenue and costs
from larger investments for your
business such as equipment or
property

What can be analyzed from a cash flow statement?
If your business is at risk of a cash shortfall
The company's liquidity
If your recivables are too aged
If your operations are generating enough cash
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Business Financing

Start -Up Financing
The unfortunate reality for most entrepreneurs with an idea is that money is often a prerequisite. More often than not,
this need requires outside sources. However, outside funding may not be necessary – either because the idea is not
capital intensive or because of the ability to self-start.

Despite the wide array of funding sources, there are three

general categories: Non-Debt, Equity, and Debt.
In recent years, crowdfunding on platforms such as Go Fund ME have become a powerful source of funding as well
and has been successful for some Liberian Entreprenuers.

Types of Financing for Start-Ups
Non-Debt
Many businesses are started with

Equity
Equity is when you give shares in your

Debt
Simply put, debt is capital you have to

savings from a “day job” ,

business in exchange for resources they

the sale of an asset, or even from a

may provide. Resources may be

come by in terms of funding your

savings club. Other sources of non-

cash, equipment or even labor (sweat

startup, as there are far more lenders in

debt financing could be a gift,

equity). This money does not have to be

the world than equity investors. Debt

paid back but you will have to share

can be in the form of a loan or line of

inheritance or a grant. Most small
business don't require huge sums of
money to start. You can launch your
business by starting small and reinvesting the profits over time to build

your profits.

pay back. Generally, debt is easier to

credit. The most common source of
debt financing is from a bank but there
are non conventional options such as
micor credit institutions or savings clubs

up the business.

.

Business Loans/ Lines of Credit
Loans are often useful and accessible when there is a clear means to service the debt put into place. Take a restaurant
for example. Some essential materials, including stoves and grills, can cost thousands of dollars to purchase and install.
If a loan were taken out to fund these costs, and the grills purchased allowed for the restaurant to begin cooking and
selling product, debt makes sense.

On the flipside, borrowing for non-recoverable expenses such as salaries or rent does not make sense. Unless there is a
clear path for the borrowed money to be converted into revenue with which to repay the loan, debt should not be
incurred, or some serious problems will likely follow.

Grants
There are many grant oppurtunties available to SMEs locally and internationally. Typically if your business has a social
component to it or if there is unique indentifier such as woman owned or youth owned, you may be eligible for a grant
to fund your business. Grants don't require repayment but you will be held accountable for what you do with the funds.
Typically grants are a bit more restrictive and are monitered closely through regular reporting.

Savings Clubs
Savings clubs are becoming increasingly popular across the country as a way to raise capital to fund businesses.
Saving clubs allow participants to not only save money and earn interest but also take out short term loans for things
like purchasing inventory. Savings clubs typically have less beaucracy and requirements then financial institutions but
the repayment terms are relatively short (in most cases 3 months) so be mindful when borrowing.
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Paying Your Taxes
Every business owner has the obligation to pay taxes on all revenues generated to the government through the Liberia
Revenue Authority.
free privileges.

Exceptions to this rule may include non-profit organization and businesses that have received duty

In order to qualify for this exemption businesses must apply for the exemption at the Liberia Revenue

Authority.

In addition to the tax obligations listed below your business may be subject to other taxes such as Goods and Service Tax
(GST), real estate tax or other withholding taxes you may be obligated to pay. The Liberia Revenue Authority has a very
comprehensive

website

with

downloadable

forms

for

your

easy

understanding your tax responsibilities contact the LRA help desk at

retrieval.

If

you

have

any

questions

or

needs

info@lra.gov.lr or 0888572572 / 0770572572.

The below chart details the tax obligations of small business owners
Schedule of Tax Obligations

S/N

Tax Obligation

Description

Due Date

A trade or business with turnover

1

Presumptive Tax: Large and
Medium Tax Payer

of more than L$3,000,000 (three
million dollars) per year shall pay
2% of annual turnover.

Quarterly by
the 15. i.e 1st
quarter
payment is
due April 15

A trade or business with turnover

2

Presumptive Tax: Small
Tax Payer

of less than L$3,000,000 (three
million dollars) per year shall pay
4% of annual turnover.

turnover of less than L$200,000 is
a petty trader taxable annually
following rates:

3

the 15. i.e 1st
quarter
payment is
due April 15

A natural person with annual

Presumptive Tax: Petty
Trader

Quarterly by

Quarterly by
the 15. i.e 1st
quarter
payment is
due April 15

(A) L$2,400 if the petty trader conducts trade or
business from a fixed structure with a roof and walls
(B) L$1,200 if the petty trader conducts trade or
business from a fixed, open structure with a roof.
(C) L$480 (or L$240 if the conduct of the trade or
business is exclusively outside Montserrado County) if
the petty trader conducts trade or business other
than as described in (A) or (B).

Employers are responsible to withhold income tax
from employees salary and remit payment on behalf

Monthly

of employee as per the following schedule:

Gross Income
LRD

0- 70,000

4

Income
Tax

70,001- 200,000
200,001 - 800,000
Above 800,001

Tax Rate
0%

5% of the excess over
70,000

6,500 + 15% of the excess
over 70,000

96,500 + 25% of the excess
over 800,000
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help

Module 3 Summary

Key Points to Remember
1
2

Calculate your profit margin.

This will help ensure you are pricing your

products and services profitably.

Financial management starts with your operating budget. Develop an
annual budget for your business so you are clear on what finances are
required to run your business.

3

Sound bookkeeping is the basis for all financial management. Cashflow
statements will help you see cash shortages even if you are using the
accrual accounting method P & L statements is the best tool for knowing
if your business is profitable.

4

Purchasing

is

extremely

important

when

it

comes

to

your

financial

transactions. When making business related purchases you must keep in
mind that whatever you spend will effect your bottom line so spend
wisely.

5

Create

and

review

your

financial

statements

regulary

so

you

can

continously monitor your business performance. It is recommended to
prepare and review your financial health at least on a monthly basis.

6

There are a variety of ways to fund your business so don't think that debt
has to be your first option.

You can always start small and re-invest the

profits to help the business grow.

7

Make sure to pay your taxes.

Payment of your taxes are a regulatory

obligation as a business owner.
lead

to

fines,

business

closure

Failure to pay your taxes regularly can
and

even

loss

of

business

as

some

organizations require a tax clearance as a pre requisite to awarding a
contract.
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MODULE 4: MANAGING YOUR HUMAN
RESOURCES

Human

resources

is

one

of

the

more

complicated

aspects

of

running a small business. The complexities of working with people
don’t fit nicely on a spreadsheet like your finances do. However,
HR is incredibly important as employee salaries and benefits make
up a huge portion of your operating expenses.

What Is Human Resource Management?
Human Resource Management (HRM) deals with your employees,
whether in regards to recruitment, management, or other forms of
employee management.

The way you manage your Human Resources sets the tone of how
your

business

is

run.

Typically

happy

productive and tend to stick around longer.

employees

are

more

If you put in the time

and effort now to ensure your human resources are in order you
will defenitly reap the rewards in the long run.

"Your employees are one of your
greatest assets. You must
protect and manage that asset."
Rob Wormley
Content Creator
When I Work
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Identifying Your Staffing Needs

What Type of Staff do You Need?
Before you start recruiting staff it is important to be very clear on what your needs are.
need these people to do and how many of them do you need to do it?

beginning can help you avoid hiring too many staff or in some cases not enough.
example.

What exactly is it that you

Asking yourself these questions in the
Let's take a small bakery for

The staff required will likely include: people to do the baking, sales people, delivery drivers, book keeping,

logistics, etc.

The number of staff required will depend on the volume of transactions at the bakery but it is always a

good idea to start with the minimum and grow your team as the company grows.
staffing requirements?

Have you given any thought to your

Think about the type of people you need for your small business.

What will they do?

and how

many people do you need for that function.

What Needs to be
Done??

Who do I Need
To Do It?

How Many Staff
Do I Need?

Creating Job Descriptions
Once you have identified your staffing needs, the next logical step is to start creating job descriptions.

Job

descriptions are beneficial for the employee because they know exactly what is expected of them and also beneficial
for the employer is because it serves as an accountability tool for the employee. As a small business owner you
cannot assume that the employee knows what it is they are supposed to do. A detailed job description coupled with
proper training will save you a lot of money and headache later.

A job description doesn't have to be complicated the following key elements will suffice:
1.
2.
3.

Job Title: Formal position title
Reports to: The titles the position reports to
Job Overview: Provide a brief, 4-sentence description of the role, what success in the position looks like, and
how it fits into the company overall.

4.

Responsibilities and Duties: Provide a bullet point list of the responsibilities and duties of this job and list
them in order of importance.

5.

Qualifications: Provide a bullet point list of the qualifications that are necessary for someone to fill this
position. Qualifications that may be included are education level, experience, specific skills, certifications.

6.

How to Apply:

Instructions on how to apply for the job. Make the instructions very detailed because its a

perfect way to see if potential hires can follow instructions.
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Job Description

Sample Job Description
A job description covers a lot of the same points as an offer letter. The job description however, is more detailed and
expands on skills and qualifications required as well as job duties.

Its advisable to create job descriptions before you

begin recruiting so that you are finding people that fit your requirements and not trying to create job descriptions to fit
the skills and qualifications of people that have already been hired.

We have created a simple template that you can use to start creating job descriptions to suit your HR needs.

Joy's Juice Factory
Job Title:
Cashier

Reports To:
The Cashier will report to the shift supervisor

Job Overview:
The cashier will be responsible to handle the orders of the walk in customers. The cashier takes the
order and payment from the customer and sends the order to the kitchen.

Responsibilities and Duties:
Process orders
Collect payments from customers and give change when required
Balance cash register and make financial report at the end of the shift
Update "daily specials" board
Keep front counter neat and tidy
Report any customer complaints to their shift supervisor

Qualifications:
Must have a high school diploma
At least 2 years experience in cash handling
Experience in using a POS system
Excellent customer service skills
Strong communication skills
Report skills

How to apply:
To apply send CVs to jobs@juiceisjoy.com
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Finding The Right People

Recruitment
Finding the right people can be an overwhelming task for a small business owner. The key is to find people who are
just excited about your business as your are and are willing to give it 100% and most importantly people that
are qualified for the position you are offering.

It takes a lot of work to recruit excellent employees work that can be especially challenging in a small business,
where owners and managers are already busy to begin with. In this module we are going to give you tools to help
you focus your attention where it really matters: on the your most promising candidates, rather than on the process
of sifting through dozens of unqualified applicants.

Now that you have created your job descriptions it is time to get them out there. In order to get a good selection of
candidates you should post it in at least three places.

1. Share with your network:

Having an employee that someone you know and trust vouch for helps

make the recruitment process easier. It doesn't mean that the person they recommend will be a right
fit for your business but it is reassuring that this person has a track record with someone you know.

2. Share on your social media pages or website: People who follow you on social media or visit your
website are already familiar with your business. This pool of candidates follow your brand and have a
better understanding of what you do and have expressed interest just by simply following you online.

3. Post on local job sites: Posting on major job hunting sites will almost certainly yield the highest
volume of applicants. But remember, volume comes at a cost: the time it takes to go through all those
applications. Only turn to general jobs sites only if you're not getting anywhere with the options above.
The most frequently used job site is www.emansion.gov.lr which is free of cost.

Once you have received your applications you have to filter them out. Your applications will fall into one of
three categories:

Yes: These candidates meet the initial criteria for the position
No: These candidates do not meet the initial criteria for the position
Maybe, They may be a right fit but we want to meet our "yes" people first

NEVER
COMPROMISE
ON PEOPLE

Hiring the wrong person
is 10X more expensive
than hiring the right
person.
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Hiring Your Staff

Making an offer
Once you have shortlisted and interviewed potential staff it is time to select a candidate and make a final offer.
Before making an offer of an employment you should ask yourself the following questions:
1. Are they qualified?
2. Did they have a good attitude?
3. Did they answer your questions?
4. Will they fit in with the other employees?

Once you have decided on the right candidate the next step is to present an offer letter. We have prepared an offer
letter template below for your easy reference:

Sample Employer Offer Letter
Business Stationary and Letter Head

Date
Name of Candidate
Address
Dear _____________

Name of Candidate

Name of Company

We are very pleased to offer you the position of ___________________ with ________________.
Please find the following confirmation on the specifics of your employment offer.

Position Title: ___________________
Start Date: _____________________
Type of Employment: ____________________ (full time, part time, temp or contract)
Number of Work Hours Per Week: ___________________
Salary: ________________
Benefits: ____________________
Report To: ___________________
Your Job Responsibilities are as follows:

In the event you have any question please don't hesitate to contact me at +231 XXXX XXXXXX or by email
yourname@domain.com. We look forward to having you on our team.

If you accept the terms of employment as outlined above kindly sign below.

Your Signature
Your Name
Title
Company Name

Employee Signature
Name
Date
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Induction

Getting the First Few Days Right
Induction is an essential part of on-boarding your new employees and familiarizing them with your business.

Getting

the induction process right can help you get new employees up to speed and productive as quickly as possible.
As an employer, your staff are your most important asset. Induction gives you the chance to welcome new employees and
build on their positive attitude and enthusiasm for their new job.

Having a comprehensive, structured induction process

has been shown to play a big part in improving long-term staff retention.

Induction doesn't have to be a formal process. However, it does need to properly planned and consistently delivered to
ensure that all new employees are treated fairly and receive the same information. Having an induction check list can
ensure that all areas are covered.

The process needs to impart all the information that new employees need in a way

that doesn't overwhelm them with information, or distract them from getting use to their job. Also its always a good idea
to pair the new employee with someone for at least first week that can help answer practical questions and train the
new employee in their new role. We have put together a very simple induction checklist to help you with the process. Use
this checklist for all of your new hires going forward so your induction process is consistent and all new employees are on
the same page.

Induction Checklist
Make sure paperwork is complete

Explain payment of salary

Contracts, bio-data forms, etc.

How and when salary is paid, deductions, etc.

Explain Employment Conditions

Work Environment

Job description, rules, policies, lunch breaks, etc.

Parking, break rooms, work station, etc

Introduce key team members and their roles

Training

Managers, supervisors and other key staff

Job specific training, training on other relevant
company procedures.

Handling the Paperwork
The induction process is the most appropriate time to get all of the "paperwork" taken of before the employee commences
work. The table below details the most common documents that all employees must have on file with an employer.

S/N
1

Document Type
Contract

Description
The Decent Work Act of Liberia requires that all employees are provided with a contract
either verbal or written.

Although the latter option would be the most appropriate both

options require the following: Name of Employer, Name of Employee, position title, duration,
notice period, salary, benefits (if applicable), any special conditions if applicable.

2

Bio Data Sheet

The bio data sheet is a basic form to collect important information about your employees
such as address, phone number, birthday, emergency contact, next of kin, etc.

3

HR Manual

Your HR manual details all of your HR policies including but not limited to leave, benefits,
disciplinary action, performance reviews etc.

If you do not have an HR manual yet you

should inform the employee verbally on what the policeis of the company are.

4

TIN/NASSCORP
Registration

Every employee is required to be registered with the LRA and NASSCORP.

If the employee

doesn't already have a registration number from either institution they will need to fill out
the application for to get a social security number and a tax ID number.
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Payroll
Typically payroll is done at the end of every month.

Its very important that you are consistent with your payroll.

Pick a

date that will be considered "Pay Day". For example on the 30th of every month and if that day falls on a weekend or a
Holiday then payroll should be moved up to the business day before that date. Never leave your employees guessing on
when they are going to get paid.

When do you payroll you will typically have two categories of employees:

Exempt

Non-Exempt

Not Entitled to overtime wages at 1.5 times their

Entitled to overtime wages at 1.5 times their

normal rate

normal rate

Paid a fixed salary

Could be paid a salary or daily wage

Usually applies to senior/management level

Usually applies to lower level employees

employees

As detailed in the table above your exempt employees receive a fixed salary every month regardless of the amount of
hours worked.

This status is typically reserved for supervisors and managers as they have more responsibilities and may

be required to put in more hours then regular employees.
they work.

Non-Exempt employees are paid based on the amount time

So if they work overtime they are compensated 1.5 times their rate and if they miss days it is deducted from

their salary.

Time Keeping and Preparing Payroll
In order to ensure you have an accurate payroll you will have to implement a timekeeping process to keep track of the
hours/days your employees work.

The most practical method is

time sheets where the employee signs in and out each

day worked and it is verified by you or a supervisor. At the end of each pay period you need to calculate the salaries for
each of your employees based on the time worked. See a sample of how this is done below.

A

S/N

Employee

Category

Daily Rate

B

C

#Days

Overtime

(A X 1.5) X
C

Overtime Pay

(A X B) + C

Gross Salary

1

Mary Brown

Exempt

$10.00

24

N/A

2

Joe Paye

Non-Exempt

$7.00

21

3

$31.50

$178.50

3

Precious Smith

Non-Exempt

$6.50

21

0

0

$136.50

$300.00

Total

$615.00

Deductions
Once you've calculated the gross salary there are standard deductions you have to make to calculate the net salary.

The

standard deduction are as follows:

Withholding Tax: Employers are obligated to withhold taxes from an employees salary and pay to the Government.
NASSCORP Contribution: Every employee must contribute 3% of their gross earnings to NASSCORP which will be applied
to their social security benefits. The employer is obligated to match the 3% plus an additional 1.75%

Other: This includes repayment of advances, loans, overpayment, etc
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Module 4 Summary

Key Points to Remember
1

Before hiring staff take time to identify what your HR needs are.

Think

about what needs to be done, how many staff you will need to do it, and
what type of skill staff your staff would need.

2

When recruiting for staff start by sharing employment opportunities within
your network before expanding to larger platforms such as your website,
social media or job sites.

3

When making an offer of employment make sure that it is in writing so
there is a clear understanding between you and your staff on the terms of
the employment.

Don't skip induction for new employees.

4

Taking new employees through

an induction gives them the opportunity to learn more about your business
and your operations.

Set a schedule for your payroll and make sure it is consistent. i.e the 28th

5

of every month, every Friday, or whatever works best for your operations.
Make sure you keep track of the time your employees work to ensure your
payroll accurately reflects time worked. Remember, the Liberian Labor
law requires your to keep records of employee time worked as well as
payroll.
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MODULE 5: SALES AND MARKETING

Without proper marketing, your reach is limited. Your name gets
mentioned around once or twice between friends, and then you
become vapor in the air between them. Without proper marketing,
your business cannot have a lasting impact.

Marketing gets the word out about your business. It allows you to
connect

with

potential

customers

and

inform

them

of

all

the

services you offer. It builds brand recognition and fosters healthy
competition

between

businesses.

It

boosts

sales,

helps

you

construct a consistent client-base, and helps you make your mark
in your sector.

Without strong marketing, it is easy to fade into the background
and your business can easily disappear. With it, you can engage
with clients and make your name known. Marketing increases your
business’s overall potential, builds your reputation, and increases
your reach, and is a tool that must be used in order to ensure your
business is the best and most successful it can be.

"Marketing is a contest of
people's attention.
Unknown
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Reaching Your Customers
Imagine you're just opening up a textile boutique with amazing beautiful fabrics.

Your inventory is filled with rich colors

and patterns and you offer the best prices in town. However there is a flaw flaw here. Nobody knows you’re there. You
may have a passerby or two stop to admire your fabrics, but at the end of the day, you’ve still have a store filled with
inventory. This is why marketing is so essential to successful businesses.

Identifying Your Target Customer
The easiest place to start in your marketing strategy is to identify your target customer.
to buy what you are selling?

In other words who is most likely

By identifying your target customer and their habits you will will be able to focus your

marketing activities and ensure you are reaching the right people. Lets take a moment and think about what your target
customer looks like.

The following 10 questions are designed to help you better identify your target audience so that you

can fine tune your marketing activities to reach them more effectively.

1

Who has a need for your product or service,
and who is most likely to purchase.
Age Group, Gender (M, F, both)
Marital/Family Status
Income Level, Education Level
Location, Occupation

2

5
6

How do they think?
Personality types
Attitudes
Values
Interest/Hobbies
Lifestyles
Behaviors

3

What drives them to make
purchasing decisions?
What influences them to take that
final step? What obstacles might be
in their way?

Do they currently use (or support) a
product or service of your business or
that of a similar business?
If so, this means that they have shown
an active interest in your type of
product or service but may be open to
new opportunities .

What needs, challenges and frustrations
do they have?
Understanding where your audience’s
needs and frustrations are, helps to
shift the conversation from how they
can help you (“buy my product”) to

7

how you can help them.

What media do they currently use?
Consider the newspapers they read, tv
& movies they watch, websites they
visit, social media sites they frequent.
For social media, consider the times
they are most active and what types of
content they engage with (follows,
clicks, comments, mentions, likes, and
shares)

4

How does your idea, service, or product
help your target audience?
What

problem

does

it

make

does
their

it

solve?
lives

How

easier?

better? What would motivate them to
pay for it?

8

How can you best reach your target
audience?

Are you confident you picked the right target audience?
It’s all about balance. If you try to reach everyone you will likely appeal to no one, but if only a handful of people meet all
your criteria you have broken things down too far. You should also question your assumptions. Will they really benefit from
your product or service? If so will they recognize it enough to spend the required money (or time)? Do you really understand
what goes into their decision making process or are you just guessing? Lastly how realistic is it that you will be able to
reach them with your message?
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Creating Your Marketing Strategy
A marketing strategy doesn't have to be complicated, it certainly doesnt need to be expensive and you don't have to be
a marketing expert. The main objective is to get people interested enough to buy whatever it is you are selling. Now you
may be wondering, "Where do I start?" You already completed the first step which was identifying your target customer.

Marketing Strategy Roadmap
Establish
Marketing Goals

Set Marketing
Budget

4

2
Identify
Customer

5

3

1

Research
Marketing Tactics

Develop
Marketing Plan

The next logical step is to indetify what your marketing goals are. What do you want your marketing plan to achieve? For
example, are you hoping for a 20 percent increase in sales of your product per quarter? Write down a short list of goals
below -- and make them measurable so that you’ll know when you’ve achieved them.

Goal 1
Goal 2
Goal 3
Now that you have given some thought to what your marketing goals are it is time to start putting your plans into action.
What are some creative ways to reach your target customer.
don't have to limit yourself to just one.

There are several types of marketing techniques so you

We have already started a list for you to start getting the wheels turning.

Which

marketing techniques do you think will work best for your product or service?

Sample Marketing Tactics
Print Materials (flyers, brochures, etc.)

Sales and Promotions

Social Media

Referral Program

Website

Loyalty Program

Newpaper Ad

Special Events

Sales Calls/Text Messages
Radio/TV Commercials

Networking
Signs/Billboards

Creating a Budget
You’ll need to devote either a fixed amount or a percentage of projected gross sales to your annual marketing budget.
Of course, when starting a business, this may mean using newly acquired funding, borrowing or self-financing. Just bear
this in mind marketing is absolutely essential to the success of your business. And with so many different kinds of tactics
available for reaching out to every conceivable audience there’s a mix to fit even the tightest budget.
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Marketing Plan
Marketing plans take a lot of thought but don't need to be super complicated. The goal is for your to spend more time
executing the marketing plan than creating one so we have created a simple one page marketing plan that can be easily
adapted for your business.

Joy's Fresh Juice Factory
Audienc
e
Target Audience

Strategies
Marketing Goals

Activitie
s Channels
Marketing

Working professionals

Increase orders online by 20%

Juice Factory Website

Men and Women 21-40

Increase retail outlets to 15 by

Social media pages:

Middle Income

the end of 2019

Facebook, Instagram, Twitter

Health conscious

Increase walk-in traffic by 10%

In store displays at retail

Likes convenience

outlets

Tech Savvy

Flyers

Spends a lot of time on social

Trade Shows

media

Customer Journey

Key Strategies

Tactics & Activities

Anticipate: Social

Move focus from short terms

Offer free delivery for online

media/website/flyer

promotions to sustained long

orders

Engage:

term customer relationships

Start a loyalty program. Free

in/ retail outlet

Enhance online ordering

juice after five purchases

Experience: In Store

making the process easier.

Promote healthy lifestyles

environment/ ease of

Promote morning grab and go

through social media and tie

checkout online/ Delivery

specials

to brand.

Reflect: Reflecting on

Push all natural and healthy

Supply local gyms and

Order online/walk

restaurants

experience with service and
product

Value Proposition
A refreshing beverage made of

Pricing & Positioning

Measures of Success

More expensive than indirect

Daily/Weekly/Monthly/Quarterly/

all natural ingredients that not

competition such as imported

Annual

only taste good but is good for

juice or soft drinks. But in line

Revenue retail outlets vs online

you.

with pricing of local juice

In store traffic

companies.

Retail outlet performance

Superior Service

Number of loyalty customers

Easily accessible

Social followers
Website visits
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Sales Cycle
Sales is an important part of every small business; it's also a common challenge for many small business owners. If sales is
something you struggle with in your small business, it can be helpful to spend some time getting a better understanding
of the sales process and fine-tuning your sales skills. With some practice, you can become a better salesperson, one who
is not only more comfortable with the process but also more effective.

Here are some tips, tools, and advice to help you improve your sales skills so you can sell your products and services more
effectively.

Understanding the Sales Cycle
The first step to becoming a more effective salesperson is refreshing your understanding of the sales cycle. It can become
a lot more manageable and less overwhelming when you look at it like a standard process with recurring activities, instead
of a leap into the unknown every time you begin the process.

Get familiar with the seven stages of the sales cycle that go from prospecting to asking for referrals from the new
customer, and begin to systemize the process.

48

Driving Sales
Once you have a solid understanding of the sales cycle, it's time to make it shorter and more targeted. The last
thing you want is a sales cycle that goes on and on without ever being able to close the deal. You can control
the sales cycle by becoming more efficient at each step and adjusting the time accordingly. With practice, you
can reduce the length of the sales cycle and close sales faster.

Creating the Perfect Elevator Pitch
An elevator pitch is a useful tool to have in sales and many other business situations. The more comfortable you
are delivering a summary of who you are and what you do, the better you will be able to do it.

Writing

an elevator pitch may take a little time, but once you have the perfect pitch, you will be able to use it over and
over again. Develop a pitch that works in any pre-sales or sales situation.

Writing a Unique Selling Proposition
Another very useful tool in sales is your unique selling proposition (USP). A USP is a statement that outlines how
your business, product or service is different from the competition. Your USP can become the cornerstone of
your sales pitch that identifies your business as the better choice and explains why prospects should choose
you over the competition.

Overcoming Sales Objections
One very common hurdle in the selling process is dealing with sales objections. To get past this challenge, you
need a plan in place that helps you identify sales objections so you can build the right arguments to overcome
them.
Although every sales process may be different, there are several common sales objections that you will see pop
up over and over again. Using the right techniques to overcome them can help you close the sale.

Negotiating Successfully
Negotiation can be a key part the sales process, and the ability to negotiate effectively can be useful in many
different business situations. When you are a good negotiator, you can avoid sales objections, make your
prospects and customers feel like they have been heard, and close the sale with terms that work for everyone
involved. In most cases this means offering discounts or more flexible payment terms such as offering credit.
If you don't know how to negotiate, you may struggle with closing sales. Start with knowing what you want to
get, tackle the easiest issues first, and keep compromise in mind and you are on your way to a great
negotiation.

Offering Credit
The extension of credit is an integral part of business. Credit is a means of creating revenue and many
companies will use credit to increase sales, match or beat competitors and meet customer demands.
Weighing the risks involves understanding each individual customer
well as its history. Determining
All

the

information

in

the

and his or her business or industry as

creditworthiness is a process of investigation combined with gut instinct.

world

can’t

guarantee

that

a

customer

Determining the creditworthiness of an applicant is best done using

will

turn

out

to

be

a

good

one.

the 5 C’s as a guide throughout the

course of investigation.

Character

Morally speaking, does the applicant appear to be the

kind of person that will pay what is

owed?

Capacity Does it appear that the applicant has the ability to pay?
Capital Does it appear that the applicant has financial strength measured by net worth or equity?
Collateral Does the applicant appear to have possessions like inventory, equipment or property
enough to cover an unpaid debt?

Conditions

Does it appear that current economic or industry conditions

will affect your applicant

favorably?
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Distribution Channels
Depending on the line of business you are in. It may be necessary to utilize more than one distribution channel to
maximize the reach of your product or service.

Sometime you may not have the capacity or it may not be

feasible to do everything yourself and that is where distribution partners come in.

Before deciding if alternate distribution channels are best for you, you must first understand what your options
are. We have detailed the various options in the table below to help you get a better understanding of each.

Common Reasons for Using Distribution Channel Partners:
Selling: A common reason to expand sales quickly by employing either directly or indirectly a channel partner to
perform the task of selling your products or services.

Physical Product Distribution: Products that are sold wholesale in a master pack and require a

breaking down

of the master pack to be sold in smaller quantities shares marketing expenses, provides credit and last mile
delivery in local markets.

Value Add:

Where a channel partner adds to the value of the product or service sold through providing

additional services to the end-user. Examples of value add are installation, assembly, and customization of the
product or service.

Distribution Types

Distribution Methods
Direct Sales

Company Owned or Provided

Your Sales Force
Telephone
Internet

Outside Sales Agents

Indirect Sales
Independent firm that only performs the sales
function on your behalf

Indirect Sales
Distributors and wholesalers

Independent company usually carries physical
inventory & performs the physical distribution
and sales function on your behalf. Can sell to
retailers/dealers or direct to end-user.

Retailers and Dealers

Indirect Sales
Independent firm that sells to end-users and usually
inventories physical product
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Bids and Contracts

The Bidding Process
Another aspect of sales that are often overlooked by small businesses is the bidding process. Larger companies, NGOs, and
the Government often procure products and services by putting out a request for proposal (RFP) or request for quotation
(RFQ). These are also a great oppurtunity for small businesses to get larger contracts.

Applying for bids can have a big pay off but they also come with a lot of requirements and expectations. We have compiled
a list of frequent as questions for your easy reference.

Applying for Bids
All You Need to Know

Where can I find bid opportunities?
Bid opportunities are typically published in a variety of outlets for anywhere from a few days or a few

1

months,

depending

on

the

value

of

the

contract.

Some

of

the

most

common

places

to

find

bid opportunities are in newspapers and the website or the organization. There are some cases where
an organization may write you directly inviting you to bid so important.

My business is still small, am I qualified for these types of opportunities?
Absolutly yes! Just because your business is small doesn't mean you can't bid for a contract. As long as

2

you can offer the service or product or service they are requesting within their requirements you can
apply.

Organizations focus on two key components of a companies profile, which are experience and

capacity. If you can demonstrate you meet both of those requirements you are on the right track.

What are some of the requirements that I would need to fufill to apply?

3

Typical requirements include but are limited to a valid business registration and tax clearance. Other
requirements

may

include

audited

financial

reports,

bank

statements,

and

references

from

past

customers. The larger the contract value the more stringent the requirements will be.

What are my chances of getting a contract like this?
In 2015 the governement of Liberia passed the Small business Empowerment Act. The Act mandates

4

ALL government entities including state-owned enterprises engaged in public procurement to allocate
a minimum of 25% of their total procurement budget towards Liberian- owned businesses and that at
least 5% must be allocated towards Liberian women-owned MSMEs. This Act gives oppurnities for small
businesses like yours to be at a level playing field with foreign owned businesses. In order to qualify for
this you must register your business with the Public Procurement and Concessions Commission (PPCC).

Contracts
If you are successful with the bidding process you will be awarded a contract. The contract details all the terms of your
engagement with the organization in which you are providing the goods or service so make sure you go through it carefully
before signing.

Never take a contract you can't deliver on as you may face serious legal or financial repercussions and

most importantly your businesses' reputation can be damaged.

If you have any questions or concerns always seek advice

from a legal professional.
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Customer Service
Why is that phrase so well known? It may sound obvious, but customers are the ones who give your business
money. Without them, you don’t have a business so customers should be at the heart of everything you and
your team do.

Improving customer service should be a key target for every single business owner. The better your customer
service, the more likely they are to recommend and stay with you. That much is clear, but the value goes
beyond that - good customer service may actually prompt customers to spend more with you.. This means
even companies who don’t rely on referrals or repeat business stand to gain from offering better customer
service.

So how do you go about improving your company’s customer service? There are so many aspects, and
therefore so many options for improvement, that we’ve opted for a long list of quick ideas—take whichever suit
your business and get started on implementing them.

Easy ways to improve your customer service
Review your touch points:

Make sure that every way customers could interact with your business

is considered. From the first point of contact to the close of the transaction, be sure you are aware
of where your customer service is happening.

Be Available:

Offer your customers more, and more convenient, ways to contact you. Besides just

having a telephone number customers should also be able to reach you online through social
media or an email address. People generally like instant gratification so make sure to respond to
inquiries quickly.

Get Personal:

Learn people’s names in interactions and use them regularly. Find out things about

customers and relate to them. Many people enjoy the experience of social interaction during
transactions, so be open to conversation.

Thank Customers:

Just a few appreciative words and a smile can make all the difference.

Thanking people makes them more likely to seek an ongoing relationship, which with customers can
be invaluable.

Follow Up:

Check up to see how purchases have gone, or whether issues have been resolved. Is

their product functioning? Are they happy with it? Not only does the contact have the potential to
address complaints before they’re aired, but reminding them of your existence can be beneficial to
recognition and sales too. The good news is that this is an easy process to automate via email.

Improve Your Layout: Whether it’s your site or your store, make it simpler for your customers to do
what they came to do. What can you make possible with fewer processes or navigation.

Walk Through Your Customer's Experience:
improving.

Go

through

the

process

of

This can be a great way to find areas that need

doing

business

with

your

company

and

review

the

experience. If you don't think your own eyes are fresh enough to spot areas that need work, why
not invite a mystery shopper or arrange for a complete stranger to visit your site or place of work
and give honest feedback.
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Customer Service

Easy ways to improve your customer service
Make Sure Your Staff are Engaged: No matter how simple and delightful a process is, having an
employee with a bad attitude serve you can ruin it. Keep your staff happy to keep your customers
happy.

Take Feedback:

Listen to customers. Welcome praise and complaints. Consider all feedback as

an opportunity. Look for trends in the data to identify strengths and weaknesses, then work on
both. You should also do this with employees, especially when they are often on the front line of
dealing with customers and will know the most common customer service issues.

Reward Customers: Who doesn’t enjoy being rewarded? Give them a treat for their loyalty or ‘just
because’. Offer them something for free, no strings attached. Its a good way to get even more
business, but even if you don’t, it’ll leave a positive impression.

Fit Your Brand:

With whatever you implement, align your customer service efforts with your brand.

Are you a carefree, funny company? brighten up your office or store’s décor. If you’re in more
serious business, make sure your tone is professional, but stay empathetic too.

Set Objectives:

Every idea here can be measured in some way. Set targets for your own efforts

and those of your employees. Track customer satisfaction and aim to improve it. Reward those
employees who best serve your customers and the positive cycle will repeat itself!
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Module 5 Summary

Key Points to Remember
1
2

Before developing a marketing strategy be clear on who it is your are
trying to reach. In other words, who is your target customer?

Set

a

marketing

budget.

This

can

be

either

a

fixed

amount

our

a

percentage of your revenue. Either way setting a budget will help keep
on track and minimize overspending.

3

Marketing is what gets customers in the door but you sales skills is what
closes the deal.

Define your unique selling proposition and work on

creating your elevator pitch so you are always ready to close that sale.

Accessibility of your products is critical.

4

Make sure your customers can

always have access to your products. A well thought out distribution plan
will help you identify how you can achieve this.

5

Don't be intimidated by bidding for contracts.

There are opportunities

available for small business like yours so keep applying and make sure you
always maintain the minimum requirements i.e business registration, tax
clearance, etc.

6

Remember customer satisfaction is what keeps your customers coming
back.

Service makes up 80% of your customer's experience with your

business

so

make

sure

that

it

is

always

a

priority

for

you

and

your

employees.
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Resources
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Annex 3: List of Banks in Liberia
The banks listed below have specialized products and services to cater to the needs of SMEs.
It is always advisable to deal with a credible financial institution to ensure that you money is in
safe hands.

S/N

Services Offered
Business Current
and Saving
Account

Financial
Institution

Business Loan
and Line of
Credit

E-Banking

Website

EcoBank

www.ecobank.com

2

Guaranty Trust
Bank (GT)

www.gtbanklr.com

3

United Bank for
Africa (UBA)

www.ubagroup.com

1

4

Afriland First
Bank

www.afrilandfirstbanklb.com

5

Access
Bank

www.accessbank.com.lr

International
Bank (Liberia)

www.ibliberia.com

6

7

8

GN
Bank

www.gnbankliberia.com

Liberian Bank
for
Development
and
Investment
(LBDI)

https://lbdi.net

Business Current Account:

A current account is an account typically used for everyday operational expenses such as salaries,

inventory, bill payments etc.

All the financial institutions listed above offer these accounts at a monthly fee ranging between

$20-$30 per month. These account typically require a minimum balance of $100.00 USD and are offered in LRD and USD.

Business Savings Account:

A savings account where you can keep your retained earnings or funds you may be saving for a

large purchase. Savings accounts our interest bearing with rates varying among the different financial institutions. They typically
aren't charged service fees but there is a minimum balance requirement. Savings accounts are also available in LRD and USD.

Business Loans:

All of the financial institutions offer loans to businesses. However, the criteria vary between them.

common criteria are as follows:

However,

Must have an account with the institution, must be a registered business, must have collateral,

and must be able to demonstrate ability to payback (financial records, business plans, etc.) Terms, rates, and loan amounts will
vary based on your individual needs.

Business Line of Credit:

A line of credit are revolving funds available to business owners who are constantly need access to

cash to purchase inventory or finance other business related activities.

This product is usually reserved for traders as they are

always buying and selling and the time of getting a loan every time may interupt their supply.

E-Banking: E-Banking services cover the following:
commerce, etc.

Internet banking, ATM, Mobile Banking, Point of sale machines, e-

The financial institutions listed above may not offer all of these services but where indicated that e-banking is

available, they offer the basics which include: online banking and ATM services.
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Annex 4: Glossary
Bookkeeping: The job or activity of keeping an accurate record of the money that
is spent and received by a business or other organization.

Breakeven: To reach a point in a business venture when the profits are equal to the costs.
Capital:

A

sum of money which you use to start a business, or which you invest in order to

make more money.

Elevator Pitch: a succinct and persuasive sales pitch
Entrepreneur: An entrepreneur is an individual who creates a new business, bearing most of
the risks and enjoying most of the rewards.

Feasibility: The state or degree of being easily or conveniently done.
Fixed Cost: Business costs, such as rent, that are constant whatever the quantity of goods or
services produced.

Owners Draw: Withdrawals of a sole proprietorship's cash or other assets made by
the owner for the owner's personal use.

Prototype: a first, typical or preliminary model of something, especially a machine, from which
other forms are developed or copied.

Revenue: Money that a business or organization receives from the services or products it
offers.

Sweat Equity: The non-monetary investment that owners or employees contribute to a business
venture.

Unique Selling Proposition (USP): USP is a factor that differentiates a product from its
competitors, such as the lowest cost, the highest quality or the first-ever product of its kind.

Variable Cost: A cost that varies with the level of output.
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