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GOOD PRACTICE MODELS THAT CAN BE APPLIED IN
THE MANAGEMENT OF SMALL BUSINESSES

MIHAELA GHICAJANU ~

ABSTRACT: For a business to exist, to survive and to thrive it needs a strategy.
Constructing a solid strategy through which establishing the "what" and "how" should be done
represents an imperious necessity in any business type. Most times, the plan for such a strategy
can be realized through the application of good business practices. In this paper | will present a
few theoretical aspects concerning good practices for small businesses as well as one example
for a small family business.
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1. INTRODUCTION

The best practice or BBP — is a technique that can pe applied in the process of
designing or developing a small business with the scope of obtaining superior
performances and entails the following:
= the assessment of your business and the identification, most importantly of lacking
parts issues and weak points, but also of strong points with the scope of knowing
your own competitive advantages (through a SWOT type analysis);

= having knowledge on the competition and generally of businesses with excellent
results, of field leaders. because only through a comparison of practices used by
those a company can take measures for the betterment of it's own activity and
obtain superior results (the Michael Porter model can be partially applied);

= encorporating in your own business the best practices in the field, fact for which
they need to be identified, copied or modified by the mentioned business;

= winning a superior position in the market following investments in key points and
the introduction of certain competitive advantages.
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The BBP technique - Best Business Practice or benchmarking as it is used in
other sources, consists of the identification of a business that accomplishes “the best
business process"”, said process is to be analyzed and it can be adopted and adapted to
the betterment of the business. It can be said that benchmarking represents a strategy of
implementing sucees in the quarters of a company, helping managers to identify "the
best practices" that can be adopted to accomplish " a business process"”. (Ghicajanu,
2014).

It determines a continued comparison "of internal actions and results” of one's
own business against the standards of rival businesses that are leader in their field of
action and the manager's interes to raport himself to those performance standards and
"to borrow them™" and if it's possible, to make better use of them.

Most activities in the field of business can be analyzed as processes. This way,
most activities have a start, a result and a main action. Furthermore, there is an action
exist which is comprised of what the client needs, unconcerned if you are dealing with
an intermediary or the final client. "The best practice” goes beyond the traditional
competitive analysis, because it not only reveals what the best practices are, but also
gets a clear understanding of how these practices are used.

Business entry (human Processes/Transformatios Process results
resource consumption, »|  (processes, activities, || ((products/services/
materials, finances,infor actions) works)
mation)
A
L A
< Feedback <«

Figure 1. Business processes

In the business designing process the appliying of "good practice" techniques
inside the quarters of a business should answer the following questions:

= How good are we in comparison to others?

= How good can we be?

= Who is the best?

= How can we adpat what others do in our own organisation?
= How can we be better than the best?

The best practice is " a management process that manifests itself through self-
betterment, concluding that it's a process that needs to be realized continuously to
prove it's worth", because practices are under constat change, (Scurtu, et al., 2006).
Generally, leaders become more powerful, because they own powerful resources, the
take action, confront reality, are inovators when it comes to change and always search
for ways to stay ahead. In an environmnet in which change is a daily occurence,
businesses that don't take into account these factors and won't align themselves to
market needs are destined for failure and bankrupcy.

In conclusion, where good business practices are found, an improvement in
reputation will surely follow, meaning that, when it comes to a client's choice, said
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choice will be based on reputation. Small business owners, as it is in the case presented
inside this paper, to make a business viable need to think a few steps ahead to avoid
failure. Keeping in mind the best suited tactics, any entrepreneur, can better their
business and can face risk and threats inside their field, if he will know how to
permanently adapt to client's requests and its business segment tendencies. But these
changes and adaptations require trained or constantly trained personnel, material
resources, investments and additional costs.

2. CONSTITUENT ELEMENTS FROM THE TECHNIQUE OF GOOD
BUSINESS PRACTICES IN SMALL FAMILY TYPE BUSINESSES

In the following there are stated a few constituent elements of good business
practice techniques that can be take into consideration by small businesses, as was the
case of one private kindergarden, for which a part of the practices that can be applied
will be presented. A good practice is a technique or method that through experience
and research has been proven to reach a desired result (Techtarget, Best Practice,
https://searchsoftwarequality.com).

The term is used frequently in the field of medical nursing, public
administration, schooling system, project management, hardware and software
development, construction, and in the last few years it has been extending to most
fields of expertize.

A good practice has the tendency to spread throughout the whole field of
activity (for example: schooling or medical systems) or of one industry, after it has
been applied and proven with success. With all of these, it's often remarked that the
best practices don't spread or get applied easily, even inside the fences of a
kindergarden. As stated by "American Productivity & Quality Center", there are three
main barriers when talking about adopting and applying a good practice, such as:

= lack of knowledge about the best current practices;
= lack of motivationto make changes and adopt them;
= |ack of knowledge and abilities needed to adopt them.

The best practices entail finding and using the best actions to reach strategic
objectives for a business. This implies analyzing the ways in which successful
businesses function and measuring paths of action used by market leaders (Info
Entrepreneurs, Guide Best Practice, www.infoentrepreneurs.org). A good practice
strategy can help a business in the following ways, (Scurtu, et al., 2006):

= becoming more competitive;
raising sales and developing new markets;
reducing costs and becoming more efficient;
through improving workforce abilities;
more efficient use of technology;
reducing waste and improving quality;
faster response to inovation in the concerned field.
Technologic progress, knowledge development, new entrepreneurial practices
have changed the business climate. In this context, people situated in management
positions need to identify and apply new good practices on a constant basis in such a
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way that they lead to the completion of essential elements of a successful business as
well as offering services and products of superior quality. They don't limit themselves
to a raise in productivity, through extensive market analysis and rule application, but
also involves the interpersonal level, referring to the relation between managers and
employees, from which human resource centered techniques appeared.

2.1. Techniques based mainly on communication and human resource

Gadalean, takes into consideration 4 base pylons in good small business

practice techniques. From these, three of them, are geared towards the human resource
and one is geared towards the competition, (Gadalean, 2018).

Good practices oriented towards human resources can be applies thorugh:
development of individual abilities and periodic evaluation of work
performance.

good pay and employee recognition measured by individual work
performance.

better communication and constructive feedback- through regular meetings and
briefings with the scope of informing, coordination, dezicion and training.
Good practices through a more serious analysis of market competence.

Human factor
Skill development and periodic assessment.

Remuneration and recognition of effort; Regular meetings and communication;
Remuneration and reward systems based Communication and information,
on results, dedication, skill, and work coordination, employee training;
performance. Involvement in decision making.

Market and competition analysis
-identifying competitior’s weaknesses and strengths;
-market demand analysis.

Figure 2. Constituent elements in good practice techniques (adapted after Gadalean)

2.2. Techniques based especially on external mediums (markets and clients
especially)

Jeff Korhan, suggests a few constituent elements concerning good practice

techniques applied on a small business level (Kornah, 2011).

These are:

Offer flexibility;
Receptiveness;
Client care;
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= Business know-how;
= Community support.

[T mmmmmmmmmms \ Offer flexibility;

1 Good practices that ' Receptiveness;

\ can be applied in small 1 _| Client care;

' businesses | ”| Business know-how;
--------------- ’ Community support.

Source: elaborated after Jeff Korhan
Figura 3. Good practices that can be applied in business

Offer flexibility can be interpreted at small or local business level, through the
possibility of adapting fast to local market requirements, thus said businesses offer
extraordinary value under a cloak of availability. This flexibility consists in the fact
that a business is in place for whatever need arises in a client. Most times these
changes include bigger costs which are transmitted to the final product or service price.
The question is: "if the business can function in an environment of bigger prices". If
yes, how does it manage to keep clients, what are ways of loyalizing and retaining
them on the long term (as is the case presented in the paper).

Receptivity is closely linked to flexibility and can be interpreted as a response
time to the needs and solicitations of clients. Receptiveness can also referr to the fact
that sometimes you need to anticipate beforehand certain client needs and afterwards
be able to create said thing or product that a client didn't even think he needed or
wanted.

Client care, in the sense of being close to the client, through being preoccupied
of their needs, wants and satisfaction, is an evermore prevalent condition for staying in
business in today's world.

Knowing your own business, business owners have to be dedicated and
passionate about what they do. They involve themselves through taking part in
different actions or projects from which they can constantly learn, but also to know
their business better and to be able to better anticipate the road in which the business is
heading. In this sense, Collins states that business excellence can be achieved, through
many ways, amongs them is passion for business, him calling it the "hedgehod effect".
This is explained as being the sum of three essential elements: making a business in
your area of passion, if you are the best in doing it and if that passion has a value bonus
that is marketable, (Ghicajanu, 2018, p.30).

Community support reffers to involvement in social or environment issues. A
business that is preocuppied in the betterment of community can make a good name for
itself on the local market and be better viewed by clients or partners. In the last years
an increased participation of small businesses in varied actions geared towards
community support programs, aimed at environment, education and vulnerable social
casts has been recorded.
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2.3. Good practice techniques that combine internal and external business
elements.

In another approach, according to an american entrepreneur publication, Info
Entrepreneurs, good business practices entail more aspects as follows:
= Good practices which include human resources care - own employees.
= Improvement of commercial operations.
= Sales and current marketing - digitally an informatically adapted.
= Quality management.
= Innovation and creativity.
Care for human resources- you own employees
= employee involvement in business development;
= communication with employees;
= adopting flexible work policies to encourage equality and diversity;
= setting of objectives and accomplishing them through active employee
involvement;
= development programs and employee training.

As it can be observed in this approach, the accent falls on the human resource
and on objectives, motivation and engaging them in realizing business objectives.
Employees are often able to see where method improvements in the workspace can be
made and have first hand sight to where market changes can occur. Thus,
manufacturing personnel will be aware of ineficient production processes, while
customer care personnel will know about common complaint sources. These
informations can be used through employee involvement in developing ways to better
the work process. This fact will make employees feel important and win their trust,
their engagement and their participation in implementing change.

_________________ Employee care;

Good practices that can ! Commercial oper_ation bet.te_rme_znt;
be applied in business :—> Sales and marketing are digitalised;
Quality management;

Encouraging innovation.

Source: according to Info Entrepreneurs

Figure 4. Good practices that can be applied in business

A good personnel management should know all actions that involve the human
resource inside a business. Recruiting, forming, developing people, workspace
practices and the workspace itself, all are activities that the manager should review and
take into consideration for improvement. Personnel management systems, such as
performance evaluation, quality circles, cascade briefings, employee feedback and
internal communication will help in getting the best results from the employees.
Collins underlines this crucial aspect of the human resource in a business using the
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expression: first "who" and then "what", meaning that firstly you gather personnel and
only then you take action, (Collins, 2010).
Improving commercial operations. The majority of businesses have some
operational problems that can be improved by introducing the best methods of practice,
including an optimal administration of stocks, timely product delivery, quality services,
efficent logistics and efficient supply chain management.
Sales and marketing - digitally adapted. Correct strategies of marketing and
sales play an essential role in a successful business. Technology evolving has opened
totally new ways of marketing and selling services and products. The best practices
imply taking advantage of the power that Internet, e-mail and phone have to raise
efficiency in providing products and services. Even the smallest businesses can benefit
from a web-site. Many organisations use newsletters (commonly known as e-zines),
usuabl e-mails and SMS to communicate with their markets.
= world-wide coverage- a web site can be seen by viewers from all over the world.
= smaller costs- a web-site can cost less than creating and being active in a physical
store.

= fair competition- small businesses can compete next to big businesses web-sites.

= better targeting- e-mails are less susceptible to being opened by someon else,
correspondence lists ensure the cient's message is only read by the client.

= new markets- a web site facilitates client targeting, which would have not been
previously possible.

As with other practices, it's necessary that it's correctly applied, abiding by the
law of communication, including web selling and most importantly cyber security.

Inovation and creativity. Promoting a culture of innovation and creativity in
business helps in facing the competition on the market. Overmore, it creates products
and services in accordance with client needs. Through innovation faster action can be
taken in relation to market demand, client expectation, before the competition. The best
practices when it comes to innovation imply the examination of products, processes
and existant procedures to review what can be improved in order to keep a business on
top. Innovative businesses have oftentimes strong leaders and managers in combination
with well trained and motivated employees.

3. DEMONSTRATIVE CASE
3.1. Brief description of a business

A business case is presented, small business- as a family business, a private
kindergarden with afterschool program, that works with at most 10 employees,
qualified personnel, three preschool classes with kids aged between 3 and 6 years.The
kindergarden workds in a private space, has all the legal documentation needed and has
a playground, 3 classrooms, dining room, 2 bathrooms, counseling office, medical
office, sleeping space -3 bedrooms. This private kindergarden works based on a classic
educational curricuum tailored to pre-school aged kids and want to be more
competitive on the market.
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3.2. Internal analysis and conjuncture factors

Kindergardens, like all organisations, profit or nonprofit are in competition
with eachother. It is real and it's is important that every manager adresses the issue of
competition from the stage of institutional development and educational offer.
Competition exists on the market int which the kindergarden exists and it's from state
kindergardens as well as from private ones. Furthermore, competition manifests itself
in relation to the parents, through the educational offer, making it one of the main
criteria that parents have in mind while choosing a kindergarden.
The kindergarden has been on the market for 3 years and there have been
incremental additions of alternative schooling, this determined the popularity to rise
and made it more attractive in the eyes of parents. It's important that a manager
undestands the quality of services provided because that influences more sides,
especially the parents that make the choices for the kids and the educator team that
choses to work in the quarters of the business. It's important that the vision, mission,
values and development plan as well as the educational offer are clearly and
realistically established. Through these elements the kindergarden identifies it's place
in the market as well as it's position in comparison to the competition. If this position
determines it as beeing a distinct place in the eyes of partners, kids and parents, then
the result is going to materialize mainly in the parent's option for these services. That is
why the kindergarden's manager, will want in the future, to rethink the structure or
activities and to adopt the best educational practices in the field when it comes to the
early development of children - which means the differentiation of services.This new
strategy is also determined by the local competition, being numerous neighbouring
kindergardens, private and state sponsored.
In term, after positioning, the next step in determining options for the
mentioned case is made by differentiating the given services.
The difference can be made through: types of services provided by the
kindergarden, such as:
= integration of special needs children;
= quality of services provided, qualified personnel;
= safety of services, for example: age-appropriate interior design;
= parent consultance, for example: counseling services for parents bringing their kids
in for the first time;

= ease of communication between employee and parent, for example: using email and
messaging aps from phone;

= parent relation; quality of relation (between employee and parent, between team
members, between parents, between the manager nd teh management team etc), for
example: great colaboration between educators, etc.

3.3. The applicability of good practices in business

For the demonstrative case, | will present a mode in which business
performance can be raised, a private kindergarden, thorugh adoption of good practices
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that consists in quality and range of educational services improvement. These good
practices can be split in at least 2 big categories:
= good practices for the managers and employees in the kindergarden.
= good practices when it comes to providing private kindergarden related
services - addressed to the beneficiaries of these educational services, in term,
the children.

Good practices for leadership and human resources affilitated to a private
kindergarden;
»  Kindergarden manager courses;
*  Continual trainig courses for the personnel.
E Good practices in service providing ( client oriented- children)
1 o Workshop type of activities aimed at musical,communication,interaction,senzorial
' development;
I e Fora good unfolding of these workshops space, adequate materials, certain
1 equipments and imagination is required;
1 & Respecting a chronological timetable so that kids can unfold their activity in a
! timeframe adequate for their age.

Figura 5. Good practices that can be applied in a kindergarden

For example, in a concrete way, for the manager and kindergarden staff:

= another small group of kids can be made up for ages between 2 and 3 with the
additional employment of 2 young educators with psychological and
professional training can be made, with extra qualities as: being energetic,
healthy, patient, creative and empathic;

= manager training through educational management and leadership courses;

In designing educational sevices towards a new type of service a certain
workschedule is to be kept in mind at all times, daily workshops are to be added for the
kids, as exemplified by Reggio Emilia. This concept is taken from the good
educational practices for foreign kids used by educational institutes from abroad, some
of which trickled down into Romania as well.

A note about Reggion Emilia type education, the best known alternative
educational sytems for kindergarden in our country are as follows:

» Waldorf education- that is based on the concept that humans have a soul made our
of three parts, soul and body, whose capacity unfolds in three stages of development
on the road to maturity: early childhood, middle childhood and adolescence and that
children evaluation is realized through marks not by grades and is making use of the
modular schooling system especially (De unde a pornit educatia Waldorf,
https://totuldespremame.ro/).

= Montessori. Maria Montessori (1870-1952) - is the one that developed this
schooling method. She was an italian medic and educator, that created a specia
method of very young children education. This was an education method that is
based on independent child activity, so he is not forced to do something he doesn't
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want to do. The base principle is self-education and directly applying what was
learned. Creation of educational groups that cover a span of 3 years, for example: 3-
5 years or 6-9 years. Encouraging kids to alwys make their own decisions and
encouraging them to stick to said decisions: Keeping order in the place of activity
(https://ro.wikipedia.org/, Ce Tnseamna metoda Montessori?, https://www.koh-i-
noor.ro, Inspired by Reggio Emilia: Play Learning Environments,
https://www.udemy.com/).
The Reggio Emilia take has a philosophy and an educational pedagogy geared
towards preschool and primary learning. The program is based on principles of respect,
responsibility and comunity through exploration, discovery and playing. Furthermore
is based on seven principles:
= the kid is capable, full of potential, strong and courious.Kids learn little by little
from different areas of interest meant to develop them cognitively and emotionally;

= the surrounding environment is the 3rd teacher. The surrounding environment is
very important in a kid's development and this is why accent will be placed on all
that nature has to offer (nature materials, open air playing, walking through rain and
water, understanding and encouraging environmental respect)

= the adult is a fine observer, a mentor and a guide. Educators listen and observe the
kids closely, ask them questions and take their ideas into consideration. Educators
are play mates.

= parents and their implication in the kid's education. Parent represent an essential
resource in the kid's learning process, this is why the bond between the educator-
kid-parent has to be very close.

= Kkids have "100 languages" through which they show us they know how to paint,
color, build, sculpt, role play, sing and many more.

= Kids learn best from other kids, family and community.

= the curriculum has to be diverse: through demonstrative workshops (Reggio Emilia,
https://en.wikipedia.org/, Despre Reggio Emilia, https://www.beautiful-minds.ro/).

4. CONCLUSION

In the current business environment, no matter the field of business, products,
services, consultance, competition and the competitive climate are ever more profound,
businesses need to function with increased productivity, quality products and services,
well defined competitive advantages. Under pressure from these influences and
requirements, managers need to think in terms of business building or business change.
Managers always need to take action. These actions can be oriented in many more
directions: to identify development opportunities; business betterment;adaptation to
varied external factors; adapting to behavioural and client needs; safe colaboration and
close relations with providers and business partners;care for your own employees,etc.
These actions can be used better if the experiences and practices of your field of
expertize are well known. This process carries the name of "good practice".

In this paper | have presented a part of these good practices found in
specialized literature and which are dedicated to small businesses. Simply said, they
have been developed for a local business in the field of education.
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Benefits in applying the best practices. The greatest benefits of applying best
practices in business, whether related to business strategies, manufacturing processes,
marketing policies, supplier or customer management, or human resources policies,
are:
= Achieving superior performance in terms of quality, speed (time), and cost in
delivering or providing a service;

= More efficient use of a company's resources, including human, financial, and
material resources;

= Attaining higher returns in terms of productivity, labor time utilization, waste
reduction, and cost savings;

= Improved functioning of business processes, as they can be standardized through
the implementation of best practices and carried out according to specific
procedures;

= Business process results can be precisely measured; it will be known exactly what is
being evaluated, where, and with what results the process should be completed;

= Improvement of management processes and the efficiency of managerial activities.

= Enhancement of communication and better motivation of human resources;

= Alignment with the most modern and current trends in the business environment, as
well as those related to quality management;

= Obtaining strategic competitive advantages in business.

As for limitations in the application of best practices, they include:

= Sometimes, significant costs are generated, requiring higher investments or time for
implementation;

= Employee training, depending on the activity aligned with best practices, such as
additional training or qualification courses;

= The need to rely on external teams of specialists or consulting firms for the
successful adoption and adaptation of best practices;

= Patience and time from implementation to achieving the expected results.

In conclusion, the key factor in the success of a small business is visionary
management that can anticipate market trends, seek, know, and apply the best practices
in its field of business.
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