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Introduction

This document is aimed at third sector
organisations who would like to get
ready to compete for public sector
contracts.

The ‘Benchmarks of Success’ show
you characteristics of existing third
sector organisations who have
contracts in place and are supplying
the public sector.

The journey from grant funding to
contracts is often a long and difficult
process and is not appropriate or
available for every organisation.

However if it is to be undertaken
organisations should try to achieve the
buy-in from all stakeholders.

The process often requires a
dedicated person or a driven team with
the vision to manage the transition.

The benchmarks are intended to point
out areas that organisations might
need to look at to ‘get ready for
contracting’.

By nature they provide a general
overview and organisations should
also bear in mind requirements that
are specific to their area of business.



What is benchmarking?

A benchmark is a standard by which
something can be measured or
judged. Organisations can evaluate
aspects of their process, production
and operation in relation to competition
and so called ‘best practice’ to improve
their own performance.

Benchmarking may be a one-off event,
but is often treated as a continuous
process in which organisations
continually seek to challenge their
practices.

Plans can be developed by
organisations to adopt and instil ‘best
practice’ to increase some aspect of
performance and avoid “Paradigm
Blindness”, a thinking that current
practice is always best.

Benchmarking has a history in the
private sector and more recently has
been adopted by the public sector.

The following benchmarks have been
drawn from good practice identified in
a number of case studies of third
sector organisations, as well as an
online survey.

Your organisation can measure your
current situation against the
benchmarks listed, and develop
actions accordingly to help you
become ‘ready for contracting’.
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As an organisation, to be
ready for contracting you
will...

\.




Benchmark 1

...understand the tendering
process

Why:

The tendering process can be
complex, expensive and time
consuming, it is important to
understand the tendering process in
order to submit a competitive proposal.
Be prepared for the time and effort that
you will have to put in, and that you
may have to turn it around quickly.*

The process itself can change
depending on who you are contracting
with.

How:

Communicate with the
contracting body (procurement
department, or manager within
the team you would like to do
business with) and find out
what the process is

Ask for copies of previous Pre
Qualification Questionnaires,
and Invitations to Tender

Seek local support from CVS
or Social Enterprise Advisors
Talk to other organisations who
have been through the process

! Derbyshire Gypsy Liaison Group sought advice
from their local CVS.

Heartland RSO developed a tender template.
45.2% of the third sector organisation surveyed
thought a main barrier to contract with public sector
was lack of knowledge of the tendering process.
55% of the third sector organisations survey stated
that lack of information about tendering opportunities
was a barrier to contract with public sector.

See finance hub briefing: Effective negotiating to
secure better outcome, pg 9.

Benchmark 2

...have a good relationship
with buyers

Why:

Buyers like to know who their suppliers
2
are.

Think about what makes you buy
something, you generally will only buy
something from a supplier you know
exists, and often buying patterns and
brand names play a strong part of this.

Products and services become
synonymous with brand names, and
customers build up trust in these. If a
public sector body needs to buy in a
service or product do they currently
think of you as the natural provider?

You are more likely to find out well in
advance about new opportunities if
you have good relationships with your
customers and you will then have a
better understanding of what their
requirements are.

A good relationship could help your
organisation to overcome barriers
during the tendering process.

How:

Identify who your customers
are

Build on/cultivate personal
connections

Analyse your own organisation
as to what products you offer
Talk with the customers to find
out what their requirement are

% Case studies show that third sector suppliers got
ready for contracting by communicating with their
public sector customers.

63% of the respondents of the third sector survey
thought that a relationship with a contract letting body
was a critical factor in winning contracts.

Most of the case studies had a previous relationship
with the contracting body

See finance hub briefing: Effective negotiating to
secure better outcomes.



Keep them updated with your
services, products and
innovations

Evidence demand for your
services, including impact and
outcomes to build credibility
Network (e.g. ‘meet the buyer’
events) and develop range of
contracts

Benchmark 3

...dedicate specific staff to
complete tenders

Why:

The process can be involved and
timescales can be short to complete a
tender. It is important to have a
dedicated resource with clarity over
whose responsibility it is to complete a
tender application.’

This does not necessarily mean
having a staff member whose sole
purpose is writing tenders, but
someone within your organisation
needs to take the responsibility and
have ownership of the process.

Evidence shows that organisations
with a dedicated resource have been
successful with winning contracts.

The organisations interviewed who
didn’t have a dedicated resource
thought that their chances would
increase if they did.

How:

Ideally employ a dedicated
staff to identify contract
opportunities and to write
tenders

In the short term this may not
be an option so have named
staff members to deal with
each tender

Up skill staff with appropriate
information and train staff to
develop in-house capacity.
Your local CVS or social
enterprise support organisation
may be able to help with this
Keep stocks of generic
information e.g. insurance
certificates, quality standards
etc

% 61% of the third sector organisation surveyed said
that lack of staff to complete a tender application was
the main barrier.



Benchmark 4

...be able to evidence a
track record

Why:

A track record demonstrates a
supplier’s ability to deliver
services/products as specified.

It will give peace of mind to customers
who may naturally be risk averse to
dealing with new suppliers.

A track record will help you to compete
with the competition. If there is no
direct competition then you may be
able to avoid needing to evidence this,
however it is likely to be asked for.*

How:

If you can not evidence a track
record of that specific service,
evidence your organisations
track record of delivery in the
past of other work including
management, performance,
and financial capability

Create a document evidencing
track record

Evidence a track record of
organisational and of specific
service delivery

Start small and build on that
Consider being involved with
partnerships/consortiums/joint
ventures or sub-contracting
opportunities

Get references from existing
and previous clients and keep
copies of these

“The case studies demonstrate the importance of a
track record and survey evidence showed 73% of the
respondents said “having a track record was a critical
factor to wining the contracts”.

Benchmark 5

...have a good skills mix at
a governance, management
and staff level

Why:

Your organisation needs to be fit for
purpose. A buyer will want to know
that any supplier has the necessary
skills and experience to be a robust
and sustainable company and deliver
the services or products required.’

Our research suggests that having a
board that reflects the changing
organisational requirements is vital to
manage change.

A change in strategic direction often
requires new skills being brought to
the organisation. A shift towards
contracting may require
entrepreneurial skills, new financial
skills, legal expertise and private
sector input.

How:

If you are committed to moving
towards contracting, be aware
of changes that will be required
within your organisation
Undertake an organisational
skills analysis

Review the skills from a
governance level down and
see where the skills are. Train
and recruit to fill gaps

It may be advantageous to
have entrepreneurial, financial,
private sector, sector specific
and finance skills at board level

® 25% of the respondents of the third sector
organisation surveyed said that lack of
entrepreneurial skills was a barrier to winning public
sector contracts.

42% of organisations surveyed said that the main
barrier to contracting with the public sector was the
need for a more professional/commercial approach.



Benchmark 6

...have an appropriate legal
structure

Why:

It is important from the onset that you
have reviewed your legal structure to
ensure that you can legally trade and
trade without conflicting with your
ethos or key objectives.

Having a structure that is fit for
purpose will help protect core
activities, manage risks, and attract
necessary investment.

How:

Be clear who your buyers will
buy from, i.e. an
unincorporated association
may be too high arisk as a
supplier for a public sector
body

Review your existing structure
in light of any proposed
development or change of
activity and subsequent
liabilities or conflicts with your
aims

Be clear about what you want
to do and why and who you are
doing it with; including what
each partner expects from the
process

Take advice from a business
support or sector support
organisation and seek
specialist advice if needed
Ensure you have clear decision
making structures that
empower staff to operate
effectively

Benchmark 7

...be able and confident to
sell your products and
services

Why:

Contracting is all about selling a
service or product. It is about how you
as a supplier would be a better option
than your competition.

Having a dedicated sales team may
not be immediately possible but having
staff that are confident and
knowledgeable of your services is
essential.’

How:

Identify your market and who
and where your customers are
Identify what your services and
products are and how they
meet your customers needs’
Have a clear understanding of
your products and services
Have and use appropriate
marketing information and a
strategy

Evidence the benefits of your
approach or products and sell
these to your customers

Keep your customers updated
Train staff in sales techniques
and recruit where needed

® UK Voluntary Sector Skills Survey 2007 identified
‘marketing’ as the biggest skills gap in the voluntary

sector at 16% of responses.
http://www.ukworkforcehub.org.uk/DisplayPage.asp?pageid=11475

" See Finance Hub briefing: Tendering and Bidding
Briefing, Give your Tender a Winning Chance p11



Benchmark 8

...be competitive
Why:

Products and services need to be
competitive in the marketplace at the
right price and at the right timescale.

You may have competition from other
third sector suppliers, public sector
departments and the private sector.?

You will need to have energy and drive
to compete for business and beat the
competition.

You can have an entrepreneurial
outlook and still have clear social
objectives.

How:

Understand the competition,
what they provide, how much
they charge, and how they can
charge this price

Properly price your product or
service including fixed and
variable costs. Be aware that
you may have to negotiate, so
know what your lowest price is®
Undertake
leadership/management
training

8 42% of third sector organisations surveyed said
that the main barrier contract with public sector iwas
the need for a more professional/commercial
approach.

See Finance Hub briefing, Negotiation Briefing
Effective negotiating to secure better outcomes page
8 for information on pricing and negotiating.

Benchmark 9

...be able to learn from your
own and other companies
experience

Why:

There is plenty of existing experience
across the private, public and third
sector. This can save a lot of time and
give advantages if entering into a
market for the first time. Learning from
your own experience and constantly
improving can be an on going process.

How:

Look at good/best practice
elsewhere

Explore the possibility of an
experienced mentor™

Look at trade press

Honestly monitor current
performance, including
successes and failure and plan
how to improve

Network

10 The case studies show examples of organisations
learning from the expereinces of either external
mentors, board members, local support
organisations, or other parts of the company.



Benchmark 10

...understand and are able
to evidence the needs of
your market place

Why:

It is difficult to develop effective
products and services for end-users
unless you are aware of what you are
trying to achieve and for whom.

Evidencing why you are taking a
particular approach can be important
for winning new business. You will
need to balance the needs of end
users and customer preferences and
requirements.

This will be useful if transferring an
existing arrangement (such as a
service level agreement) into a
contract.

How:

Market research, monitor
needs of end-users™

Keep good records and
develop database of evidence
that give you impact of
approach

Be in touch with communities
and record evidence of their
specific requirements and work
with contracting body to feed
into contract/programme
design

Sell your solution to potential
customers

H From the case study of Derbyshire Gypsy Liaison
Group this was as simple as recording the number
and nature of enquiries on a notepad, but provided
them with evidence of the needs of their end-users.

10

Benchmark 11

...plan for growth, and
change

Why:

The journey from grant funding to
winning and delivering contracts can
be a long process that can bring
structural, financial and organisational
change. It is important to realise that
not all stakeholders of your
organisation may be willing to move at
the same speed. Managing this
change can effectively is important.

A long term view of your organisation
and its direction and ambition will help
all within it to be focused on that and
plan and operate accordingly.

Being ready for contracting will mean
your organisation is ready to take on
new opportunities which are very likely
to see the growth of your organisation.
This growth may be measured in
different ways, e.g. financial turnover,
numbers of staff, new skills required,
new assets managed, increased
activity etc.

The case studies show that successful
organisations have planned over a
long term to grow and to get new
contracts, with a positive approach to
new business.

There can also be external influences
for example if you win a contract in
open tender from an existing supplier
or from an outsourced service you
may have TUPE™ responsibilities for
existing staff.

How:

Be aware of any new legal
requirements

Understanding the implications
of winning as well as losing in a

12

http://www.cipd.co.uk/subjects/emplaw/tupe/tupe.htm



tender process, especially if
you currently deliver that
service

Strategic planning to explore
opportunities and develop
capacity to accommodate this
Have a ‘can do’, positive
outlook

Internal communication to
stakeholders of organisation
Explore diversification into
associated market
opportunities®®

3 The case studies show that some of the
organisations have been successful by innovating
and growing into areas of demand. Often these have
been in related areas of business, e.g. SCA Group
case study, Novas Group case study. Other times
growth has been achieved in the same market but
geographically e.g. Shield case study, Sunderland
Home Care case study.

Benchmark 12

...be flexible and responsive
Why:

To get ready for contracting your
organisation needs to be responsive to
opportunities and flexible to delivering
a service or product that might be
different to how you have delivered
them in the past.

An entrepreneurial outlook and ‘can-
do’ approach throughout the
organisation will help you to not only
be ready, but to also take advantage
of opportunities.

The case studies show that
organisations have grown by
branching out into new opportunities
that are related to their original
services or products in some way.

This has involved creative thinking
about services and adjusting an
approach or a methodology to fit a
new market opportunity and ultimately
a new route to achieving an
organisation’s social aims.

How:

Analyse where your
organisational strengths are
Consider how an existing
service or product can be
diversified to meet
opportunities and widen your
appeal

Embody a ‘can-do’ approach to
customers

Plan what will happen for both
winning and not winning a
contract opportunity; whether
this means expansion or
retraction

Be aware that contract
opportunities take time to ‘cycle
round’. If a contract you are
interested in has just been let
for three years you will have a
long wait unless you look to



other customers, e.g. adjacent
local authority, or try to fit into
the supply chain*

Plan where you intend to look
for business. Are you more
interested in looking for
contracts for a specific service
over a large geographical area
or diversifying into new market
opportunities more locally?

! See section 26.4 Social enterprise and the public
sector.

A practical guide to law and policy. SEEM’s BEST
Procurement

12

Benchmark 13

...have all necessary
systems and policies in
place

Why:

An important part of getting ready to
contract is having all necessary
documentation together that is likely to
be asked for in the tender process.

Public sector buyers are minded to
limit their own risks and so require
suppliers to meet certain standards.

Some tender opportunities require a
pre-qualification process where the
robustness of your organisation will be
assessed, failure to pass this will result
in you being unable to submit a tender
response. Other contracts will just ask
for this information as part of the
tender response. Either way
documentation will show that you are a
competent supplier.

Having the right systems in place
gives a potential buyer confidence in
your organisation.

How:

Research necessary
standards, talk to potential
customers and find out what
they value and require

Speak to trade bodies.
Understand any timescales
involved

Keep a stock of generic
documents and make sure the
person in your organisation
who is responsible for the
tender process is aware of
where they are kept and when
they expire or need renewing
Have a budget for necessary
training and accreditation.

Get references from previous
clients.



Annex 1
Evidence inventory

The following items are only intended as prompts and may not be relevant in all
situations. Do not be put off by the number of items listed, you should contact the
public sector body you would like to do business with and find out what their specific
requirements are for each contract.

ltem Do you need this, have
you got this?

Robust financial systems in place, capable of

taking managing contract’s requirements.

Management systems to deal with day to day
operation of contract.

Human resources strategy/staff handbook
detailing any necessary training/accreditations
needed.

CRB checks

Equal opportunities policy

Environmental policy, environmental
management system

Health and safety policy

Details of Race Relations Act compliance

Compliance with Employment Law legislation

Accident book records including any reports in
last 5 years under RIDDOR?

Membership of (recognised) professional
bodies

References from previous customers

Quality management system, details of any ISO
standards

CVs/biographies of directors and managers
including knowledge of any disqualifications

Technical qualifications — appropriate
certificates

13



Quality control systems and certificates

Current business plan

Bank references, including how you may
provide a performance bond

3 years accounts

3 years financial projections inc income and
expenditure, profit and loss, and balance sheet

Breakdown of costs

Company’s annual report

Insurance — public liability

Insurance — employers liability

Insurance of any infrastructure equipment in
tender

Risk assessment protocol

Risk management system

DUNS number

Evidence of company legal entity

Add items specific to area of business

14




Annex 2

As an organisation, to be ready for contracting you will...

Benchmark
...understand the tendering process

Actions required

...have a good relationship with buyers

...dedicate specific staff to complete
tenders

...be able to evidence a track record

...have a good skills mix at a
governance, management and staff
level

...have an appropriate legal structure

...be able and confident to sell your
products and services

...be competitive

...be able to learn from your own and
other companies experience

...understand and are able to evidence
the needs of your market place

...plan for growth, and change

...be flexible and responsive

...have all necessary systems and
policies in place

15



Annex 3

Resources and Links

Benchmark 1:

understand the
tendering process

Benchmark 2:
have a good

relationship with
buyers

Benchmark 3:
dedicate specific

staff to complete
tenders

Benchmark 4:

How to improve your chances of tendering success- practical
guidance for supplier organisations
http://tinyurl.com/2x6vh3

ACEVO - Tendering and Bidding Briefing — Give your tender
a winning chance
http://tinyurl.com/24kru8

ACEVO - Full Cost Recovery — CD Rom guide
http://tinyurl.com/2g9ktf

Supporting people services briefing
http://tinyurl.com/23fz4h

BLSY: Practical Advice for Business: Tender for a contract
http://tinyurl.com/ynsp3b

Step Change — Developing Tender Application Skills
http://tinyurl.com/yu2x8z

Glossary of procurement terms
http://tinyurl.com/yrs2yw

Free help with tendering
http://tinyurl.com/2gvhyo

General information on getting to know your buyers
http://tinyurl.com/2dook8

Guide to business networking
http://www.miltonkeynesmeansbusiness.co.uk/

One Voice Network: PROCUREMENT: What it means to
voluntary and community groups. Section on ‘Getting
Connected’

http://tinyurl.com/23j6qd

Resource aimed to help voluntary and community
organisations develop staff skills
http://tinyurl.com/2bhgdm

Written and supported by Blake Lapthorn Linnell Solicitors as
part of our Essential Guides collection, this guide aims to help

16



be able to evidence
a track record

Benchmark 5:

have good skills
mix at governance,
management and
staff level

Benchmark 6:

have an
appropriate legal

Chief Executives to decide what forms of accountability are
most important to their organisations, and to provide a starter
kit to implement an appropriate accountability framework
http://tinyurl.com/ygkv3a

Impact Measurement
http://www.socialenterprise.org.uk/Page.aspx?SP=1918

Community Enterprise Toolkit — A guide to setting up and
running a community enterprise: Stage 9, Running The
Business
http://www.cheshire.gov.uk/wellbeing/toolkit/stage9.htm

Charity Evaluation services- over 100 monitoring and
evaluation resources
http://www.ces-vol.org.uk/index.cfim?pg=40

A resource covering all aspects of governance
http://www.governancehub.org.uk/

Good Governance — a code for the Voluntary and Community
Sector
http://tinyurl.com/yr2hhr

Publication that addresses the leadership challenges
presented by the evolving commissioning climate with the
third sector, both on the part of the providers and statutory
authorities

http://tinyurl.com/yumwas

This guide aims to help you and your organisation to
consistently achieve excellence by giving you outline
guidance to the recruitment process. It includes a section on
recruiting the right skills for your organisation
http://tinyurl.com/ysukzqg

Charity Skills’ ‘skills centre’ provides a range of resources
for voluntary sector organisations
http://www.charityskills.org/

Doing Good and Doing Well - Is intended to assist CEOs and
board members, particularly chairs, think about the
contribution they make to ensure their organisation is
successful

http://tinyurl.com/2635ml

Skills Analysis - A toolkit for tender readiness
http://www.scedu.org.uk/products.htm

The Governance Hub commissioned Co-operatives UK to
produce this on-line guide about the common organisational
and legal structures, including newer forms outlined in the
Charities Act 2006: Community Interest Companies and

17



structure

Benchmark 7:
be able and
confident to sell

your products and
services

Benchmark 8:

be competitive

Charitable Incorporated Organisations
http://tinyurl.com/2717nv

Guide to all legal matters relating to establishing a social
enterprise including legal forms, case studies and materials
http://tinyurl.com/27619e

A practical guide to the legal and good practice issue that
charities need to be aware of they are planning to deliver
services under an agreement with a local authority
http://tinyurl.com/ysnasy

Social Enterprise Training & Support Consortium (setas) as
an information resource to help you find the most appropriate
social enterprise training, support or relevant publication
http://www.setas.co.uk/index.asp

Community Enterprise Toolkit — A guide to setting up and
running a community enterprise: Stage 5, Management
Structure
http://www.cheshire.gov.uk/wellbeing/toolkit/stage5.htm

Market Research for Community Enterprise
http://www.mpen.org.uk/briefing/briefing3.html

A report on why and how to brand social enterprises
http://tinyurl.com/2ybb6s

A business-planning guide for developing a social enterprise-
section on developing a market strategy
http://www.forthsector.org.uk/docs/New_ BusPlanGuide.pdf

Marketing Information Sheet
http://tinyurl.com/ys53yl

Selling added value course
http://www.sellingaddedvalue.co.uk/

Elevator pitch. How to be prepared to sell your services when
your least expecting to
http://www.youtube.com/watch?v=Tg0tan49rmc

Sometimes word of mouth is the best way to build your brand
and sell your services. Viral marketing is one way to do this
http://www.youtube.com/watch?v=vj29gmLnBIiE

Frequently asked questions on pricing
http://www.npenterprise.net/FAQ-Archive/pricing.htm

A simple formula to beat your competitors
http://www.enterprisequest.com/bulletin/21feb2007.htm#1

Know your customers, know your competitors and understand

18



your market
http://tinyurl.com/29evkf

A Rough Guide to Getting Customer Feedback
http://tinyurl.com/yoagijb

Benchmark 9: Sharing best practice
http://www.menter.org.uk/html/social enterprise.html

be able to learn
from your own and Case Studies - Social Enterprise
other companies http://tinyurl.com/2f6kb5

experiences

Finance Hubs ‘Get ready for that local contract’ — Case
Studies: Examples of good practice that has enabled third
sector organisations to contract with the public sector
http://contracting.wordpress.com/case-studies/

Benchmark 10: Market Research for Community Enterprise
http://www.mpen.org.uk/briefing/briefing3.html

understand and are
able to evidence “Connecting With Communities”
the needs of your www.idea-knowledge.gov.uk

market place

Consulting Communities Guide
http://tinyurl.com/2y84tf

Consultation Toolkit- consulting with traditionally excluded
groups
http://consultations.leics.gov.uk/ConToolkit/contents/teg.htm

Consulting People — The Toolkit
http://www.idea.gov.uk/idk/aio/1716957

Community Enterprise Toolkit — A guide to setting up and
running a community enterprise: stage 2, Market Research
http://www.cheshire.gov.uk/wellbeing/toolkit/stage2.htm

Benchmark 11: A series of three 'practical guides’ that include case studies,
tips and templates for strategic planners

plan for growth http://www.ncvo-vol.org.uk/3sf/index.asp?id=6928

and change

An overview f management and leadership in change
http://tinyurl.com/yphxfy

Managing change — A toolkit for tender readiness
http://www.scedu.org.uk/products.htm

A business planning guide to developing social enterprises
http://www.forthsector.org.uk/docs/New BusPlanGuide.pdf

Benchmark 12: Service- Oriented Enterprise - How to make your business
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be flexible and
responsive

Benchmark 13:

Have all necessary
systems in place

fast, flexible and responsive
http://tinyurl.com/ytuts6

Customer responsive management - The flexible advantage
http://tinyurl.com/yp9no9

A business planning guide to developing social enterprises
http://www.forthsector.org.uk/docs/New BusPlanGuide.pdf

Models for Social Enterprise — Business Link in the South
East
http://tinyurl.com/24rmjh

Essential guide to staff handbooks - Written and supported by
Russell-Cooke Solicitors as part of ACEVO Essential Guides
collection, this guide aims to help achieve clarity and
specificity to the staff handbook

http://tinyurl.com/2yozgu

Information sheet on Health and Safety — Voluntary Action
Sheffield
http://tinyurl.com/28jmrd

Procedures and Policy Checklist — a checklist for policies and
procedures with links to examples
http://www.volresource.org.uk/samples/checklist.htm#intro

Codes of practice for the voluntary sector
http://tinyurl.com/2aglxw

Challenging institutionalised racism — A toolkit for the
Voluntary Sector
http://www.rota.org.uk/downloads/toolkit. pdf

Community Start Up - Equal Opportunities Policy: Brent
Council's Voluntary Sector Team has created an example
Equal Opportunities Policy which you may wish to use as the
basis of your own

http://tinyurl.com/236afn

Equal Opportunities Toolkit
http://tinyurl.com/2ysz55

Orkney Community Toolkit - This resource introduces some
of the legislation that affects community group

activities, promotes awareness of your obligations towards
volunteers, clients and employees, and provides some
sample policy documents to ensure you operate legally and
responsibly

http://tinyurl.com/2by9y3

The good employment guide
http://www.ncvo-vol.org.uk/publications/showall.asp?id=1474
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The good practice guide for anyone who works with
volunteers
http://tinyurl.com/yrf6y9

Voluntary but not Amateur: A guide to the law for voluntary
organisations and community groups - The seventh edition of
this industry standard has been completely revised to cover
all the relevant changes in legislation. Changes in
employment, finance and company law, Charity Commission
requirements and the Disability Discrimination Act are
covered.

http://tinyurl.com/ytkayu

With practical information on accessibility, data protection and
copyright as they apply to the use of the internet and
electronic media, this edition addresses issues affecting the
modern voluntary and community sector organisation
http://tinyurl.com/2xle6g
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