INNO-4-AGRIFOOD
metrics model
February, 2017

This project has received funding from the European Union’s Horizon 2020 research and innovation programme under grant agreement
N° 681482. Coordinator: Q-PLAN International Advisors Ltd., Thessaloniki, Greece.

Main Authors
✓ Mr Kostas Giagtzoglou, Ms Anastasia Matonaki, Mr Lakis Stroikos, Mr Kostas Bougiouklis
(Q-PLAN INTERNATIONAL)

LEGAL NOTICE
The information and views set out in this report are those of the authors and do not necessarily reflect the
official opinion of the European Union. Neither the European Union institutions and bodies nor any person
acting on their behalf may be held responsible for the use which may be made of the information
contained therein.

© INNO-4-AGRIFOOD Consortium, 2017
Reproduction is authorised provided the source is acknowledged.

INNO-4-AGRIFOOD
Project Information
Title:

“Capitalising the full potential of on-line collaboration for SMEs innovation
support in the Agri-Food ecosystem” (Grant Agreement No 681482)

Duration:

March, 2016 – August, 2018 (30 months)

Website:

www.inno4agrifood.eu

Coordinator:

Q-PLAN INTERNATIONAL LTD (www.qplan-intl.com)

Contact person:

Mr. Kostas Bougiouklis, Tel.: +30 2310 411 191, E-mail: bougiouklis@qplan.gr

Project Overview:

INNO-4-AGRIFOOD is an EU-funded project set on fostering and stimulating
online collaboration for innovation amongst SMEs active within the European
Agri-food Ecosystem. To this end, INNO-4-AGRIFOOD aims at delivering a set of
demand-driven value propositions including:
• A new generation of innovation support services to be provided by
specialised innovation consultants to agri-food SMEs, enabling them to
capitalise on the full potential of online collaboration for innovation.
• A suite of ICT tools to support the delivery of the novel online collaboration
for innovation support services.
• A series of e-training courses to equip innovation consultants with the
knowledge and skills required to successfully support the online
collaboration for innovation endeavours of agri-food SMEs.
All INNO-4-AGRIFOOD value propositions will be co-created, demonstrated and
validated in real-life contexts. Moreover, the accumulated experience and
lessons learned of the project will be diffused across Europe so as to fuel the
replication of its results and thus enable SMEs in other European sectors to tap
into the potential of online collaboration for innovation as well.

Consortium:

1. Q-PLAN INTERNATIONAL LTD
(www.qplan-intl.com) - Greece
2. APRE - Agenzia per la Promozione della Ricerca Europea
(www.apre.it) - Italy
3. IMP3rove - European Innovation Management Academy
(www.improve-innovation.eu) - Germany
4. EFFoST - European Federation of Food Science and Technology
(www.effost.org) – The Netherlands
5. BioSense Institute
(www.biosens.rs) - Serbia
6. National Documentation Centre
(www.ekt.gr) - Greece
7. Europa Media Non-profit LTD
(www.europamedia.org) - Hungary

Table of Contents
EXECUTIVE SUMMARY ...................................................................................................................... 2
1.

INTRODUCTION ...................................................................................................................... 4

2.

OBJECTIVES .......................................................................................................................... 5

3.

THE INNO-4-AGRIFOOOD METRICS MODEL............................................................................... 6
3.1
3.2
3.3
3.4

3.5

Overview ............................................................................................................................................ 6
Service Satisfaction ............................................................................................................................ 6
ICT Tools Satisfaction ......................................................................................................................... 9
Service Impact .................................................................................................................................. 12
3.4.1

Impact metrics for Service 1: Find out what collaborations to seek to improve your business .......... 12

3.4.2

Impact metrics for Service 2: Identify innovation opportunities online .............................................. 16

3.4.3

Impact metrics for Service 3: Use web and mobile apps to enhance collaborations ......................... 21

3.4.4

Integration of the Most Significant Change method .......................................................................... 25

Service Stories .................................................................................................................................. 26

4.

DATA FLOW, ROLES AND RESPONSIBILITIES .................................................................................. 27

5.

CONCLUSION AND THE ROAD AHEAD .......................................................................................... 28

ANNEX ....................................................................................................................................... 29
Annex I - Service Satisfaction Survey questionnaire .................................................................................. 29
Annex II - ICT Tools Satisfaction Survey questionnaire .............................................................................. 31
Annex III - Service Impact Survey questionnaires ...................................................................................... 32
Annex III.a - Service 1: Find out what collaborations to seek to improve your business .................................... 32
Annex III.b - Service 2: Identify innovation opportunities online ........................................................................ 34
Annex III.c - Service 3: Use web and mobile apps to enhance collaborations .................................................... 36

Annex IV - Service story template .............................................................................................................. 37

INNO-4-AGRIFOOD metrics model – February, 2017

Page 1

Executive Summary
The INNO-4-AGRIFOOD project
INNO-4-AGRIFOOD is an EU-funded project set on at fostering and facilitating online collaboration for
innovation amongst SMEs which are active in the European agri-food ecosystem. To this end, the project will
enhance the service portfolio and practices of innovation intermediaries and SME support networks across
Europe by providing them with a blend of demand-driven value propositions. These include a set of novel
innovation support services and ICT tools as well as e-learning courses that will enable innovation consultants
to acquire the necessary knowledge and skill-set to support the online collaboration for innovation
endeavours of agri-food SMEs. The value propositions of INNO-4-AGRIFOOD which have been co-created and
developed with the contribution of diverse stakeholders of the European agri-food ecosystem will be tested,
validated and fine-tuned in real-life settings with the active involvement of innovation intermediaries and
agri-food SMEs within the framework of a 3-round iterative process, with a view to producing meaningful
results that are shaped to their needs.
The INNO-4-AGRIFOOD metrics model
The INNO-4-AGRIFOOD metrics model is the measurement system that has been designed in the context of
the project with a view to managing ambiguity during the 3 rounds of testing, validation and fine-tuning as
well as guiding the demand-driven refinement of its innovation support services and ICT tools. More
specifically, the INNO-4-AGRIFOOD metrics model employs a comprehensive approach in order to effectively
gather both qualitative and quantitative data from all users involved in the real-life deployment of the
project’s services and ICT tools, including SMEs as well as innovation consultants. To this end, it is comprised
of four distinct components, namely the Service Satisfaction, ICT Tools Satisfaction, Service Impact and
Service Stories components, each one with its own objectives and methodology for implementation.
Service Satisfaction
The Service Satisfaction component of the metrics model is aimed at capturing the satisfaction of SMEs with
the INNO-4-AGRIFOOD innovation support services along with their attitudes on the INNO-4-AGRIFOOD
service brand. Its implementation will take the form of a survey which will run throughout each of the testing,
validation and fine-tuning rounds of the project, following-up the completion of an INNO-4-AGRIFOOD
service and enabling us to collect valuable feedback for implementing improvements in the short-term as
well as measure the impact of these improvements over time.
ICT Tools Satisfaction
The focus of the ICT Tools Satisfaction component lies upon measuring the perceived satisfaction of agri-food
SMEs and innovation consultants with the INNO-4-AGRIFOOD ICT tools. In this respect, a dedicated survey
will be launched during each testing, validation and fine-tuning round with a view to gathering quantitative
and qualitative data on to the experience of users with the INNO-4-AGRIFOOD ICT tools. This way, we will be
able to gather the input required to feed the user-driven fine-tuning of the INNO-4-AGRIFOOD ICT tools as
well as keep track of our progress in this respect.
Service Impact
The Service Impact component aims at shedding ample light on the impact of the INNO-4-AGRIFOOD services
on SMEs as well as on their benefits for innovation consultants. To this end, this component of the metrics
model will be implemented through a survey that will target the SMEs that were serviced in the context of
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the project within two months after the completion of their service, so as to allow for an adequate time span
for (at least part) of the services’ impact to manifest within the business performance and practices of the
SMEs in the course of INNO-4-AGRIFOOD.
Service Stories
The Service Story component serves as the main tool that will be utilized for monitoring the service
deployment strategy of the project. At the same time, however, it will also enable us to gather meaningful
feedback on the innovation support services and ICT tools of INNO-4-AGRIFOOD based on the experiences of
the innovation consultants that provided them. To this end, a dedicated template will be completed by
innovation consultants that will provide a service of INNO-4-AGRIFOOD with the story of what transpired in
the context of its delivery.
The road ahead
The insights derived from the analysis of the quantitative and qualitative data that will be collected through
the INNO-4-AGRIFOOD metrics model will be discussed and validated within the Validation Workshops that
will be organised at the end of each testing, validation and fine-tuning round with members of the Advisory
Board and Beneficiaries Board of the project. The results of the Validation Workshops will be documented
within the Service Deployment and Validation Report of each round, serving as the basis for streamlining the
innovation support services and ICT tools of INNO-4-AGRIFOOD.
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1.

Introduction

In the framework of INNO-4-AGRIFOOD, a new generation of innovation support services and ICT tools has
been co-created with a view to empowering agri-food SMEs to capitalise on the potential of online
collaboration for innovation and enhancing the service portfolio of innovation intermediaries across Europe.
The novel services of INNO-4-AGRIFOOD along with the ICT tools will be put to the test and validated in reallife settings with the active involvement of agri-food SMEs and their innovation intermediaries following a 3round iterative process in order to refine and fine-tune them according to their needs.
In this context, the current document constitutes the report on the INNO-4-AGRIFOOD metrics model, the
measurement system that has been developed in order to keep track of the performance of the services and
ICT tools of the project across the 3 rounds of testing and validation as well as guide their refinement and
fine-tuning based on data and feedback collected by users (including SME representatives and innovation
consultants).
With the above in mind, the report on the INNO-4-AGRIFOOD metrics model is comprised of 5 distinct
chapters as follows:
•

Chapter 1 provides introductory information with respect to the context in which the current report
has been elaborated.

•

Chapter 2 outlines the objectives that the INNO-4-AGRIFOOD metrics model has been designed to
achieve.

•

Chapter 3 presents an overview of the INNO-4-AGRIFOOD metrics model as well as further details
about its different components, indicators and metrics.

•

Chapter 4 sketches and describes the flow of the data in the framework of the INNO-4-AGRIFOOD
metrics model along with the roles and responsibilities of consortium members and external
stakeholders in this respect.

•

Chapter 5 concludes on the way forward as envisioned in the context of INNO-4-AGRIFOOD with
respect to the implementation of its metrics model.

Finally, the Annex of the report provides an overview of the different tools that will be employed in order to
collect the data required to fuel the INNO-4-AGRIFOOD metrics model.
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2.

Objectives

The overarching objective of the INNO-4-AGRIFOOD metrics model is to manage ambiguity during the 3
testing and validation rounds of the services and ICT tools in the context of the project, driving and facilitating
their demand-driven fine-tuning.
Towards this end, the metrics model has the specific objectives of:
•

Collecting feedback from users (both SME representatives and innovation consultants), indicating
areas for improvement and feeding the validation process with meaningful data and information.

•

Keeping track of and measuring the effect of the improvements made to the services and ICT tools
after each iteration of testing, validation and fine-tuning.

•

Revealing the impact that the different services of INNO-4-AGRIFOOD have on the business of the
SMEs as well as their benefits for innovation intermediaries.

•

Supporting the overall monitoring process of the project’s service deployment strategy (1), facilitating
the identification of any potential deviations.

In order to successfully reach its objectives, the INNO-4-AGRIFOOD metrics model (including its data
collection tools as well) has been designed with a view to collecting as much information as possible to fuel
the evidence-based validation and fine-tuning of the services and ICT tools, while at the same time
minimizing the effort required for the users to provide their feedback.
More details on the different indicators and metrics employed in the framework of the project’s metrics
model are provided in the following section of the current report.

1

For more information on the strategy that will be employed in the framework of INNO-4-AGRIFOOD in order to deploy
its novel innovation support services and ICT tools in real-life settings see the respective report on the project’s Services
Deployment Strategy and Plan (D4.1).
INNO-4-AGRIFOOD metrics model – February, 2017
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3.

The INNO-4-AGRIFOOOD metrics model

3.1

Overview

The INNO-4-AGRIFOOD metrics model follows a comprehensive approach in order to collect data of both
qualitative and quantitative nature from all users involved in the deployment of the services and ICT tools,
including SMEs as well as innovation intermediaries.
In particular, the metrics model of the project is comprised of 4 distinct components as follows:
•

The Service Satisfaction component which aims at measuring the degree to which SMEs are satisfied
with different aspects of the INNO-4-AGRIFOOD service they received and their perceived loyalty to
the INNO-4-AGRIFOOD service brand as well as at collecting qualitative information that can help us
identify areas for improvement.

•

The ICT Tools Satisfaction component that will provide us with insights into the perceived
satisfaction of users who employed the ICT tools of INNO-4-AGRIFOOD as well as qualitative feedback
from their point of view, allowing us to identify and implement user-driven improvements.

•

The Service Impact component which aims to provide evidence of the services’ impact on the SMEs
as well as their benefits for the EEN and other innovation consultants.

•

The Service Stories component that will enable us to keep track of and evidence the delivery of the
services while at the same time collecting meaningful feedback on the services and ICT tools from
the perspective of innovation consultants.

With the above in mind, the following subsections of the current report provide further details on each of
the abovementioned component of the INNO-4-AGRIFOOD metrics model.

3.2

Service Satisfaction

The Service Satisfaction component of the INNO-4-AGRIFOOD metrics model will be implemented in the form
of a survey that will be run in the framework of each testing and validation round of the project. This survey
will be administered by the innovation consultants who will provide the services of INNO-4-AGRIFOOD to the
SMEs that will receive a service as a follow-up shortly after its completion (i.e. not later than 7 days after the
delivery of the service’s output to the SME). This way, we will be able to collect valuable feedback which can
be analysed in the short-term to fuel the validation process of each testing and validation round. Moreover,
changes in the feedback provided by SMEs over the 3 rounds of testing and validation will provide us with
meaningful insights into whether we are on the right track or not as well as with directions on what aspects
of the services and ICT tools we should focus on improving. To this end, a series of appropriate quantitative
indicators have been selected from mainstream measurement systems that are employed in everyday
business practice and have been integrated within the Service Satisfaction Survey (1).

1

In particular, relevant indicators and individual metrics of Customer Satisfaction and Customer Loyalty were drawn
and adapted for the needs of the INNO-4-AGRIFOOD metrics model from performance indicators found within the KPI
Library, an initiative of ServiceNow, as well as from items of SERVQUAL, a multi-item scale developed to assess customer
perceptions of service quality in service and retail businesses [for more details on the initial model see Parasuraman, A.,
Zeithaml, V. A., & Berry, L. L. (1988), “Servqual: A multiple-item scale for measuring consumer perceptions of SQ”,
Journal of retailing, Vol 64, No 1, pp. 12 - 40].
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With the above in mind, the following tables (Table 1, Table 2 and Table 3) present the common quantitative
indicators that will be employed for all 3 INNO-4-AGRIFOOD services in the framework of the Service
Satisfaction Survey, their definition and the rationale for their selection along with their individual metrics
and respective measurement scales as well as their data collection process, tool, frequency, responsibilities
and reporting.
Table 1: Indicator of SME satisfaction with the experience and output of the service

Indicator

SME satisfaction with the experience and output of the service.

Definition

The average level of satisfaction of SMEs with the experience and output of the
INNO-4-AGRIFOOD service they received.

Rationale

The success of a service has been proven to be well-connected with the degree
to which it satisfies the expectations of the client, both in everyday business
practice as well as in relevant academic literature. In this respect, aspects of the
service such as the availability of adequate communication channels as well as
the increased usability and appropriateness of the service’s output can help
build a great overall experience for the clients, influencing their satisfaction and
thus the success of the service. With that in mind metrics aimed at measuring
the satisfaction of the SMEs in these aspects of the service can yield meaningful
evidence on whether the services of INNO-4-AGRIFOOD and their outputs meet
the expectations of the SMEs and potentially reveal areas which can be
improved over the 3 testing, validation and fine-tuning rounds of the project.

Metrics and
measurement scale

o
o
o
o

Adequacy of communication channels (5-point Likert scale).
Usability of the output of the service (5-point LIKERT scale).
Appropriateness of the service’s output to the needs of the SME (5-point
Likert scale).
Overall satisfaction with the service experience (5-point Likert scale).

Data Collection

Service Satisfaction Survey targeting SMEs that have received an INNO-4AGRIFOOD service.

Tool

Service Satisfaction questionnaire (see Annex I).

Frequency

After the completion of each service.

Responsible

The innovation consultant that provided the service will be responsible for
administering the questionnaire to the SME.

Reporting

The average score of each metric will be calculated based on the replies that
SMEs will provide to Q2 of the Service Satisfaction questionnaire. The average
score of the indicator will then be determined by calculating the unweighted
average of the average scores of each metric. The average score of the indicator
and its metrics per INNO-4-AGRIFOOD service will be presented in the Validation
Workshop of each round and reported in the respective Service Deployment and
Validation Reports.
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Table 2: Indicator of SME satisfaction with the innovation consultant

Indicator

SME satisfaction with the innovation consultant.

Definition

The average level of satisfaction of SMEs with the innovation consultant who
provided them with the service.

Rationale

The innovation consultants who will be providing the services of INNO-4AGRIFOOD will play a key role in shaping the experience of the SMEs and
ultimately their satisfaction with the service. With that in mind, by gauging the
satisfaction of SMEs in this respect we will be able to draw conclusions on
whether the performance of the innovation consultants exceeds or falls short of
their expectations indicating areas for improvement over the 3 testing,
validation and fine-tuning rounds of the project.

Metrics and
measurement scale

o
o
o
o

Data Collection

Service Satisfaction Survey targeting SMEs that have received an INNO-4AGRIFOOD service.

Tool

Service Satisfaction questionnaire (see Annex I).

Frequency

After the completion of each service.

Responsible

The innovation consultant that provided the service will be responsible for
administering the questionnaire to the SME.

Reporting

The average score of each metric will be calculated based on the replies that
SMEs will provide to Q3 of the Service Satisfaction questionnaire. The average
score of the indicator will then be determined by calculating the unweighted
average of the average scores of each metric. The average score of the indicator
and its metrics per INNO-4-AGRIFOOD service will be presented in the Validation
Workshop of each round and reported in the respective Service Deployment and
Validation Reports.

Knowledge and professionalism (5-point Likert scale).
Cooperation (5-point LIKERT scale).
Assurance and trust (5-point Likert scale).
Empathy and understanding of the SMEs’ needs (5-point Likert scale).

Table 3: Indicator of SME loyalty to the INNO-4-AGRIFOOD service brand

Indicator

SME loyalty to the INNO-4-AGRIFOOD service brand.

Definition

The average level of the attitudinal loyalty of SMEs to the INNO-4-AGRIFOOD
service brand.

Rationale

The creation, retention and development of loyal base of clients is widely
considered to be an indication of good services. Clients who are satisfied with a
service they have received are more likely to cooperate with the service
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provider in the future as well as more prone to share their experience with their
peers, acting as valuable promotional allies that raise awareness and
communicate the benefits of the services within their sector and beyond.
Therefore, we employ metrics on the probability of SMEs recommending INNO4-AGRIFOOD services to their peers as well as on their attitude with respect to
requesting an INNO-4-AGRIFOOD service again in the future as signals of the
added value that they offer and by extension of their long-term success and
benefits for their providers (i.e. the EEN and other innovation consultants).
o
Metrics and
measurement scale

o

Willingness to recommend INNO-4-AGRIFOOD services (5-point Likert
scale).
Willingness to request an INNO-4-AGRIFOOD service again in the future (5point LIKERT scale).

Data collection

Service Satisfaction Survey targeting SMEs that have received an INNO-4AGRIFOOD service.

Tool

Service Satisfaction questionnaire (see Annex I).

Frequency

After the completion of each service.

Responsible

The innovation consultant that provided the service will be responsible for
administering the questionnaire to the SME.

Reporting

The average score of each metric will be calculated based on the replies that
SMEs will provide to Q4 and Q5 of the Service Satisfaction questionnaire. The
average score of the indicator will then be determined by calculating the
unweighted average of the average scores of each metric. The average score of
the indicator and its metrics per INNO-4-AGRIFOOD service and in total will be
presented in the Validation Workshop of each round and reported in the
respective Service Deployment and Validation Reports.

In addition to quantitative data, the Service Satisfaction Survey will also aim to gather valuable qualitative
data into what agri-food SMEs perceive as the strong points of the INNO-4-AGRIFOOD services (i.e. “what we
are doing well”) as well as into aspects of the services which we can further improve (i.e. “what we can do in
order to be even better”). Qualitative data will be collected through open-ended questions integrated within
the Service Satisfaction questionnaire (see Annex I). Meaningful insights that will be derived from their
analysis will be presented in the Validation Workshop of each testing and validation round of the project and
documented within the respective Service Deployment and Validation Report.

3.3

ICT Tools Satisfaction

We integrate within the metrics model of the project an ICT Tools Satisfaction Survey along with well-tailored
indicators and metrics that will enable us to gather meaningful feedback with respect to the experience of
users with the INNO-4-AGRIFOOD ICT tools. In result, we will be able to fuel their iterative, user-driven
improvement of the ICT tools in line with the preferences of our users as well as track the effect of the
INNO-4-AGRIFOOD metrics model – February, 2017

Page 9

implemented improvements. To this end, this survey will target both innovation consultants as well as SMEs
that have used the ICT tools of INNO-4-AGRIFOOD in the context of the 3 validation and testing rounds and
will be administered by INNO-4-AGRIFOOD consortium members during each round.
The ICT Tools Satisfaction Survey will target to capture both quantitative as well as qualitative aspects of the
users’ experience. With that in mind, the tables within this subsection of the report (Tables 4 and Table 5)
define the quantitative indicators which will be utilised in the framework of the ICT Tools Satisfaction Survey,
including details about the rationale for their selection, their individual metrics and measurement scales as
well as about the data collection process, tool, frequency, responsibilities and reporting procedures.
Table 4: Indicator of user satisfaction with the ICT tools

Indicator

User satisfaction with the ICT tools.

Definition

The average level of satisfaction of users with the ICT tools.

Rationale

The degree to which an ICT application, be it web or mobile, meets the needs
and expectations of the user can be a critical factor in determining its successful
adoption and take up in practice. With that in mind, we want to investigate
different aspects which can shape the satisfaction of users with the ICT tools
such as the visual appeal of their Graphic User Interface (GUI), their usability,
technical performance and reliability, the relevance and usefulness of the
results they produce as well as the overall experience of users with their use.
To this end, dedicated metrics have been foreseen for each of the
aforementioned aspects in the INNO-4-AGRIFOOD metrics model so as to shed
light on the users’ perceptions in these respects and feed the demand-driven
fine-tuning of the project’s ICT tools.

Metrics and
measurement scale

o
o
o
o
o
o

Visual appeal of the ICT tools’ GUI (5-point Likert scale).
Usability of the ICT tools (5-point LIKERT scale).
Technical performance and reliability (5-point Likert scale).
Relevance of results provided by the ICT tools (5-point Likert scale).
Usability of results provided by the ICT tools (5-point Likert scale).
Overall satisfaction with the experience of using the ICT tools (5-point Likert
scale).

Data Collection

ICT Tools Satisfaction Survey targeting users of the INNO-4-AGRIFOOD ICT tools.

Tool

ICT Tools Satisfaction questionnaire (see Annex II).

Frequency

At the end of each validation and testing round.

Responsible

The Testing Leader (Q-PLAN) will be responsible for administering the
questionnaire to the users of the ICT tools.

Reporting

The average score of each metric will be calculated based on the replies that
SMEs will provide to the different items of Q1 of the ICT Tools Satisfaction
questionnaire. The average score of the indicator will then be determined by
calculating the unweighted average of the average scores of each metric. The
average score of the indicator and its metrics per type of user (i.e. innovation
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consultants and SMEs) will be presented in the Validation Workshop of each
round and reported in the respective Service Deployment and Validation
Reports.

Table 5: Indicator of ICT tools recommendation rate

Indicator

ICT tools recommendation rate.

Definition

The average recommendation rate of the INNO-4-AGRIFOOD ICT tools.

Rationale

Users that are satisfied with the use of the ICT tools will be more willing to
recommend them to their peers. Therefore, we introduce a metric to assess the
likelihood of users recommending the ICT tools of INNO-4-AGRIFOOD to their
peers as a proxy of their satisfaction as well as the potential future demand of
the ICT tools.

Metrics and
measurement scale

o

Data collection

ICT Tools Satisfaction Survey targeting users of the INNO-4-AGRIFOOD ICT tools.

Tool

ICT Tools Satisfaction questionnaire (see Annex II).

Frequency

At the end of each validation and testing round.

Responsible

The Testing Leader (Q-PLAN) will be responsible for administering the
questionnaire to the users of the ICT tools.

Reporting

The average score of the indicator will be reflected by the average score of its
metric and calculated based on the replies that users will provide to Q2 of the
ICT Tools Satisfaction questionnaire. The average score of the indicator per type
of user (i.e. innovation consultant and SMEs) will be presented in the Validation
Workshop of each round and documented within the respective Service
Deployment and Validation Reports.

Willingness to recommend the INNO-4-AGRIFOOD ICT tools (5-point Likert
scale).

The set of quantitative indicators and metrics employed to gauge the satisfaction of users with the ICT tools
as well as their recommendation rate will be complemented with the collection of qualitative feedback on
what we can do in order to improve their experience in this respect. This kind of feedback will be collected
through the ICT Tools Satisfaction questionnaire by using an open-ended question (Q3) where users can
freely express their opinions and ideas without being constrained by a predefined set of possible answers
(see Annex II). Their input will be analysed with a view to drawing meaningful conclusions that will be
discussed in the context of the Validation Workshops which are foreseen at the end of each testing and
validation round of INNO-4-AGRIFOOD. The insights that will stem from the analysis as well as from the
Validation Workshops will be reported at the Service Deployment and Validation Report of each round.
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3.4

Service Impact

The Service Impact component of the INNO-4-AGRIFOOD metrics model will be implemented through a
dedicated survey, with a view to enabling us to better understand the impact of the INNO-4-AGRIFOOD
services on the performance of SMEs as well as the benefits for innovation intermediaries. To this end, the
Service Impact Survey will be administered by the innovation consultants who provided a service of INNO-4AGRIFOOD to the SMEs that they serviced as a follow-up within 2 months after the completion of the service.
Albeit a larger time span before administering the Service Impact Survey would be preferable, the selected
time span is expected to allow for (at least part of) the impact of the services to manifest within the business
practices of the serviced SMEs, while still accounting for the time constraints set by the duration of the 3
testing, validation and fine-tuning rounds of INNO-4-AGRIFOOD as well as of the entire project.
With the above in mind, the Service Impact Survey will employ a different set of quantitative indicators and
metrics for each of the 3 INNO-4-AGRIFOOD services based on their distinct objectives, outcomes and
benefits as well as a tailored method to collect qualitative information on their, namely the Most Significant
Change. Along these lines, the subsections that follow provide more details on the indicators and metrics
designed for each INNO-4-AGRIFOOD service as well as on how the Most Significant Change method will be
integrated in the context of the project.

3.4.1

Impact metrics for Service 1: Find out what collaborations to seek to improve your
business

The indicators that have been designed for “Service 1: Find out what collaborations to seek to improve your
business” of INNO-4-AGRIFOOD along with their definition, rationale, individual metrics and measurement
scales as well as their data collection method, tool, frequency, responsibilities and reporting are presented
in the following tables (Tables 6 through 10).
Table 6: Indicator of SME understanding of collaborative innovation’s benefits

Indicator

SME understanding of collaborative innovation’s benefits.

Definition

The average degree to which the agri-food SMEs that have received “Service 1:
Find out what collaborations to seek to improve your business” agree that their
understanding of collaborative innovation’s benefits has increased.

Rationale

“Service 1: Find out what collaborations to seek to improve your business” aims
at supporting SMEs to identify the types of partners they should collaborate
with in order to cover their innovation needs, with a view to enabling them to
better understand their collaboration needs and the benefits that they can
introduce to their business through collaborative innovation. This indicator will
help us gauge the effect that this service had on the serviced SMEs in this
respect.

Metrics and
measurement scale
Data collection

o

Perceived increase in the level of understanding of how collaborative
innovation can be utilised for growing a business (5-point Likert scale).

Service Impact Survey targeting SMEs that have received “Service 1: Find out
what collaborations to seek to improve your business”.
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Tool

Service Impact questionnaire for “Service 1: Find out what collaborations to
seek to improve your business” (see Annex III.a).

Frequency

Within 2 months after the completion of the service.

Responsible

The innovation consultant that provided the service will be responsible for
administering the questionnaire to the SME.

Reporting

The average score of the indicator will be reflected by the average score of its
metric and calculated based on the replies that SMEs will provide to the 1st item
of Q1 of the Service Impact questionnaire for “Service 1: Find out what
collaborations to seek to improve your business”. The average score of the
indicator will be presented in the Validation Workshop of the second and third
testing and validation round and documented within the respective Service
Deployment and Validation Reports.

Table 7: Indicator of SME openness to collaborate for innovation

Indicator

SME openness to collaborate for innovation.

Definition

The average degree to which SMEs that have received “Service 1: Find out what
collaborations to seek to improve your business” agree that their openness
towards collaboration for innovation has increased.

Rationale

A better understanding of the benefits of collaboration for innovation as well as
of what collaborations to seek to this end can lead to the development of a more
open mind-set in this respect, the lack of which has is acknowledged as a key
barrier to collaborative innovation amongst SMEs. With that in mind, we
introduce this indicator in order to explore whether “Service 1: Find out what
collaborations to seek to improve your business” can have a beneficial impact
on SMEs in this respect.

Metrics and
measurement scale

o

Perceived increase in openness to collaborate with other partners in order
to jointly innovate and grow (5-point Likert scale).

Data collection

Service Impact Survey targeting SMEs that have received “Service 1: Find out
what collaborations to seek to improve your business”.

Tool

Service Impact questionnaire for “Service 1: Find out what collaborations to
seek to improve your business” (see Annex III.a).

Frequency

Within 2 months after the completion of the service.

Responsible

The innovation consultant that provided the service will be responsible for
administering the questionnaire to the SME.
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The average score of the indicator will be reflected by the average score of its
metric and calculated based on the replies that SMEs will provide to the 2nd item
of Q1 of the Service Impact questionnaire for “Service 1: Find out what
collaborations to seek to improve your business”. The average score of the
indicator will be presented in the Validation Workshop of the second and third
testing and validation round and documented within the respective Service
Deployment and Validation Reports.

Reporting

Table 8: Indicator of SME performance in seeking collaborations for innovation

Indicator

SME performance in seeking collaborations for innovation.

Definition

The average degree to which SMEs that have received “Service 1: Find out what
collaborations to seek to improve your business” perceive that their
performance in terms of seeking collaborations for innovation has increased.

Rationale

In addition to any changes on the understanding and openness to collaborate
for innovation (i.e. attitudinal changes), we want to assess whether SMEs have
actually become more active in seeking collaborations for innovation (i.e.
behavioural changes) as a result of receiving “Service 1: Find out what
collaborations to seek to improve your business”.
o

Metrics and
measurement scale

o

Perceived intensification of activities aimed at seeking to establish
collaborations for innovation (5-point Likert scale).
Perceived increase in the number of meetings (physical or digital) with
prospective innovation partners (5-point Likert scale).

Data collection

Service Impact Survey targeting SMEs that have received “Service 1: Find out
what collaborations to seek to improve your business”.

Tool

Service Impact questionnaire for “Service 1: Find out what collaborations to
seek to improve your business (see Annex III.a)”.

Frequency

Within 2 months after the completion of the service.

Responsible

The innovation consultant that provided the service will be responsible for
administering the questionnaire to the SME.

Reporting

The average score of each metric will be calculated based on the replies that
SMEs will provide to the 3rd and 4th item of Q1 of the Service Impact Survey
questionnaire for “Service 1: Find out what collaborations to seek to improve
your business”. The average score of the indicator will then be determined by
calculating the unweighted average of the average scores of each metric. The
average scores of the indicator and its metrics will be presented in the Validation
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Workshop of the second and third testing and validation round and documented
within the respective Service Deployment and Validation Reports.

Table 9: Indicator of overall business impact of Service 1

Indicator

Overall business impact of Service 1.

Definition

The degree to which SMEs that have received “Service 1: Find out what
collaborations to seek to improve your business” agree that the service had an
overall positive impact on their business.

Rationale

We want to assess whether “Service 1: Find out what collaborations to seek to
improve your business” had an overall positive impact on the business of the
SMEs that received the service.
o

Metrics and
measurement scale

Perceived overall positive impact of “Service 1: Find out what collaborations
to seek to improve your business” on the business of the SME serviced (5point Likert scale).

Data collection

Service Impact Survey targeting SMEs that have received “Service 1: Find out
what collaborations to seek to improve your business”.

Tool

Service Impact questionnaire for “Service 1: Find out what collaborations to
seek to improve your business” (see Annex III.a).

Frequency

Within 2 months after the completion of the service.

Responsible

The innovation consultant that provided the service will be responsible for
administering the questionnaire to the SME.

Reporting

The average score of the indicator will be reflected by the average score of its
metric and calculated based on the replies that SMEs will provide to the 5th item
of Q1 of the Service Impact questionnaire for “Service 1: Find out what
collaborations to seek to improve your business”. The average score of the
indicator will be presented in the Validation Workshop of the second and third
testing and validation round and documented within the respective Service
Deployment and Validation Reports.

Table 10: Indicator of Service 1 benefits for the EEN and other innovation intermediaries

Indicator

Service 1 benefits for the EEN and other innovation intermediaries.

Definition

The number of new clients that have requested a service from the Enterprise
Europe Network (EEN) or other innovation consultants as a result of receiving
“Service 1: Find out what collaborations to seek to improve your business”.
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Rationale

One of the main objectives of “Service 1: Find out what collaborations to seek
to improve your business” is to help the EEN and other innovation
intermediaries across Europe to find and successfully support the innovation
endeavours of new clients. This indicator will enable us to measure the results
of the service in this respect.
o

Metrics and
measurement scale

Number of agri-food SMEs that requested for the first time a service from
the EEN or another innovation consultant after receiving “Service 1: Find out
what collaborations to seek to improve your business” (Number).

Data collection

Service Impact Survey targeting agri-food SMEs that have received “Service 1:
Find out what collaborations to seek to improve your business”.

Tool

Service Impact questionnaire for “Service 1: Find out what collaborations to
seek to improve your business” (see Annex III.a).

Frequency

Within 2 months after the completion of the service.

Responsible

The innovation consultant that provided the service will be responsible for
administering the questionnaire to the SME.

Reporting

The score of the indicator will be reflected by the score of its metric and
calculated based on the replies that SMEs will provide to Q3 of the Service
Impact questionnaire for “Service 1: Find out what collaborations to seek to
improve your business”. The score of the indicator will be presented in the
Validation Workshop of the second and third testing and validation round and
documented within the respective Service Deployment and Validation Reports.

3.4.2

Impact metrics for Service 2: Identify innovation opportunities online

This section of the report presents the indicators of the INNO-4-AGRIFOOD metrics model which have been
designed to explore the impact of “Service 2: Identify innovation opportunities online” of the project. More
specifically, the tables which follow (Tables 11 through 16) describe the definition and rationale of the
indicators along with their individual metrics and measurement scales as well as provide details with respect
to their data collection method, tool, frequency, responsibilities and reporting.
Table 11: Indicator of SME usage of online platforms

Indicator

SME usage of online platforms.

Definition

The average degree to which SMEs that have received “Service 2: Identify
innovation opportunities online” agree that they systematically employ online
platforms to identify innovation opportunities.

Rationale

A key aim of “Service 2: Identify innovation opportunities online” is that of
supporting SMEs to actively identify potential innovation opportunities online.
This indicator will allow us to assess the degree to which the serviced SMEs have
adopted the systematic use of online platforms to this end.
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Metrics and
measurement scale

o

Perceived use of online platforms aiming at the identification of innovation
opportunities (5-point Likert scale).

Data collection

Service Impact Survey targeting SMEs that have received “Service 2: Identify
innovation opportunities online”.

Tool

Service Impact questionnaire for “Service 2: Identify innovation opportunities
online” (see Annex III.b).

Frequency

Within 2 months after the completion of the service.

Responsible

The innovation consultant that provided the service will be responsible for
administering the questionnaire to the SME.

Reporting

The average score of the indicator will be reflected by the average score of its
metric and calculated based on the replies that SMEs will provide to the 1st item
of Q1 of the Service Impact questionnaire for “Service 2: Identify innovation
opportunities online”. The average score of the indicator will be presented in
the Validation Workshop of the second and third testing and validation round
and documented within the respective Service Deployment and Validation
Reports.

Table 12: Indicator of SME performance in identifying innovation opportunities

Indicator

SME performance in identifying innovation opportunities.

Definition

The average degree to which SMEs that received “Service 2: Identify innovation
opportunities online” perceive that the number of the innovation opportunities
they can identify has increased.

Rationale

The systematic use of online platforms can help reduce the number of promising
innovation opportunities that go by unnoticed by SMEs. This indicator has been
designed to yield meaningful evidence whether “Service 2: Identify innovation
opportunities online” can create an impact in this respect.

Metrics and
measurement scale

o

Perceived increase in the number of innovation opportunities that can be
identified by SMEs (5-point Likert scale).

Data collection

Service Impact Survey targeting SMEs that have received “Service 2: Identify
innovation opportunities online”.

Tool

Service Impact questionnaire for “Service 2: Identify innovation opportunities
online” (see Annex III.b).

Frequency

Within 2 months after the completion of the service.

Responsible

The innovation consultant that provided the service will be responsible for
administering the questionnaire to the agri-food SME.
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The average score of the indicator will be reflected by the average score of its
metric and calculated based on the replies that SMEs will provide to the 2nd item
of Q1 of the Service Impact questionnaire for “Service 2: Identify innovation
opportunities online”. The average score of the indicator will be presented in
the Validation Workshop of the second and third testing and validation round
and documented within the respective Service Deployment and Validation
Reports.

Reporting

Table 13: Indicator of SME performance in developing their innovation network

Indicator

SME performance in developing their innovation network.

Definition

The average degree to which SMEs that have received “Service 2: Identify
innovation opportunities online” perceive that their performance in terms of
developing their innovation network has increased.

Rationale

Fostering the integration of online platforms in the everyday practices of SMEs
through “Service 2: Identify innovation opportunities online” can provide them
with access to a vast pool of prospective innovation partners both within and
outside the borders of their home country. In this context, we utilize this
indicator to assess whether “Service 2: Identify innovation opportunities online”
has actually helped the serviced SMEs to come into contact with a larger number
of potential partners as well as ultimately increase their respective networks.
o

Metrics and
measurement scale

o

Perceived increase in the number of contacts with potential innovation
partners (5-point Likert scale).
Perceived increase in the innovation network of SMEs (5-point Likert scale).

Data collection

Service Impact Survey targeting SMEs that have received “Service 2: Identify
innovation opportunities online”.

Tool

Service Impact questionnaire for “Service 2: Identify innovation opportunities
online” (see Annex III.b).

Frequency

Within 2 months after the completion of the service.

Responsible

The innovation consultant that provided the service will be responsible for
administering the questionnaire to the SME.

Reporting

The average score of each metric will be calculated based on the replies that
SMEs will provide to the 3rd and 4th item of Q1 of the Service Impact Survey
questionnaire for “Service 2: Identify innovation opportunities online”. The
average score of the indicator will then be determined by calculating the
unweighted average of the average scores of each metric. The average scores
of the indicator and its metrics will be presented in the Validation Workshop of
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the second and third testing and validation round and documented within the
respective Service Deployment and Validation Reports.

Table 14: Indicator of SME capacity to start collaborations

Indicator

SME capacity to start collaborations.

Definition

The degree to which SMEs that have received “Service 2: Identify innovation
opportunities online” agree that their ability to start collaborations has
increased.

Rationale

More frequent interaction with prospective innovation partners and enhanced
involvement with the online realm of innovation opportunities can have an
impact on the ability of SMEs to start collaborations for innovation. With that in
mind, we employ this indicator in order to gauge this effect of “Service 2:
Identify innovation opportunities online” amongst the serviced SMEs, both
within and beyond the limits of their home country.
o

Metrics and
measurement scale

o

Perceived increase in the ability of the SME to start collaborations with
partners from their country (5-point Likert scale).
Perceived increase in the ability of the SME to start collaborations with
partners from other countries (5-point Likert scale).

Data collection

Service Impact Survey targeting SMEs that have received “Service 2: Identify
innovation opportunities online”.

Tool

Service Impact questionnaire for “Service 2: Identify innovation opportunities
online” (see Annex III.b).

Frequency

Within 2 months after the completion of the service.

Responsible

The innovation consultant that provided the service will be responsible for
administering the questionnaire to the SME.

Reporting

The average score of each metric will be calculated based on the replies that
SMEs will provide to the 5th and 6th item of Q1 of the Service Impact Survey
questionnaire for “Service 2: Identify innovation opportunities online”. The
average score of the indicator will then be determined by calculating the
unweighted average of the average scores of each metric. The average scores
of the indicator and its metrics will be presented in the Validation Workshop of
the second and third testing and validation round and documented within the
respective Service Deployment and Validation Reports.
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Table 15: Indicator of overall business impact of Service 2

Indicator

Overall business impact of Service 2.

Definition

The degree to which agri-food SMEs that have received “Service 2: Identify
innovation opportunities online” agree that the service had an overall positive
impact on their business.

Rationale

This is indicator is aimed at assessing whether “Service 2: Identify innovation
opportunities online” had, overall, a positive impact on the business of the
serviced SMEs.
o

Metrics and
measurement scale

Perceived overall positive impact of “Service 2: Identify innovation
opportunities online” on the business of the SME serviced (5-point Likert
scale).

Data collection

Service Impact Survey targeting SMEs that have received “Service 2: Identify
innovation opportunities online”.

Tool

Service Impact questionnaire for “Service 2: Identify innovation opportunities
online” (see Annex III.b).

Frequency

Within 2 months after the completion of the service.

Responsible

The innovation consultant that provided the service will be responsible for
administering the questionnaire to the SME.

Reporting

The average score of the indicator will be reflected by the average score of its
metric and calculated based on the replies that SMEs will provide to the 7th item
of Q1 of the Service Impact questionnaire for “Service 2: Identify innovation
opportunities online”. The average score of the indicator will be presented in
the Validation Workshop of the second and third testing and validation round
and documented within the respective Service Deployment and Validation
Reports.

Table 16: Indicator of Service 2 benefits for the EEN and other innovation intermediaries

Indicator

Service 2 benefits for the EEN and other innovation intermediaries.

Definition

The number of SMEs that have requested a service from the Enterprise Europe
Network (EEN) or other innovation intermediaries in order to seize an
opportunity identified through an online platform recommended in the context
of “Service 2: Identify innovation opportunities online”.

Rationale

“Service 2: Identify innovation opportunities online” can provide consultants of
the EEN or other innovation intermediaries with increased opportunities for
helping their clients to seize innovation opportunities identified online with
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their help and establish partnership agreements. The purpose of this indicator
is to explore the effectiveness of the service in this respect.
o
Metrics and
measurement scale

Number of agri-food SMEs that requested a service from the EEN or another
innovation consultant after receiving “Service 2: Identify innovation
opportunities online” in order to seize an innovation opportunity identified
within an online platform (Number).

Data collection

Service Impact Survey targeting SMEs that have received “Service 2: Identify
innovation opportunities online”.

Tool

Service Impact questionnaire for “Service 2: Identify innovation opportunities
online” (see Annex III.b).

Frequency

Within 2 months after the completion of the service.

Responsible

The innovation consultant that provided the service will be responsible for
administering the questionnaire to the SME.

Reporting

The average score of the indicator will be reflected by the average score of its
metric and calculated based on the replies that SMEs will provide to the Q2 of
the Service Impact questionnaire for “Service 2: Identify innovation
opportunities online”. The average score of the indicator will be presented in
the Validation Workshop of the second and third testing and validation round
and documented within the respective Service Deployment and Validation
Reports.

3.4.3

Impact metrics for Service 3: Use web and mobile apps to enhance collaborations

The indicators integrated within the INNO-4-AGRIFOOD metrics model with a view to capturing the impact
of “Service 3: Use web and mobile apps to enhance collaborations” are presented within this section of the
report. In particular, Tables 17 through 21 provide the details pertaining to the different indicators, including
their definition, rationale, metrics, measurement scales as well as to the data collection method, tool,
frequency, responsibilities and reporting process that will be employed.
Table 17: Indicator of SME usage of ICT applications for online collaboration

Indicator

SME usage of ICT applications for online collaboration.

Definition

The average degree to which agri-food SMEs that have received “Service 3: Use
web and mobile apps to enhance collaborations” agree that they systematically
employ ICT application in order to collaborate online with their partners.

Rationale

Amongst the main objectives of “Service 3: Use web and mobile apps to enhance
collaborations” is to provide SMEs with the knowledge and support they need
in order to effectively utilise existing ICT applications for online collaboration.
With that in mind, this indicator is aimed at assessing whether SMEs have
actually integrated such ICT tools in their collaboration practices.
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Metrics and
measurement scale

o

Perceived use of ICT applications for online collaboration (5-point Likert
scale).

Data collection

Service Impact Survey targeting SMEs that have received “Service 3: Use web
and mobile apps to enhance collaborations”.

Tool

Service Impact questionnaire for “Service 3: Use web and mobile apps to
enhance collaborations” (see Annex III.c).

Frequency

Within 2 months after the completion of the service.

Responsible

The innovation consultant that provided the service will be responsible for
administering the questionnaire to the SME.

Reporting

The average score of the indicator will be reflected by the average score of its
metric and calculated based on the replies that SMEs will provide to the 1st item
of Q1 of the Service Impact questionnaire for “Service 3: Use web and mobile
apps to enhance collaborations”. The average score of the indicator will be
presented in the Validation Workshop of the second and third testing and
validation round and documented within the respective Service Deployment
and Validation Reports.

Table 18: Indicator of SME benefits from using ICT applications for online collaboration

Indicator

SME benefits from using ICT applications for online collaboration.

Definition

The average degree to which agri-food SMEs that have received “Service 3: Use
web and mobile apps to enhance collaborations” agree that online collaboration
applications have helped them reduce the effort and costs involved in their
collaborations.

Rationale

“Service 3: Use web and mobile apps to enhance collaborations” aims at
providing SMEs with the opportunity to more efficiently and cost-effectively
collaborate with their regional and/or international partners and innovation
consultants by employing online ICT applications (be they web or mobile). This
indicator, will yield valuable evidence about the service’s effect in this respect.
o

Metrics and
measurement scale

o

Perceived reduction of the effort involved in collaborations (5-point Likert
scale).
Perceived decrease in the costs implied by collaborations (5-point Likert
scale).

Data collection

Service Impact Survey targeting SMEs that have received “Service 3: Use web
and mobile apps to enhance collaborations”.

Tool

Service Impact questionnaire for “Service 3: Use web and mobile apps to
enhance collaborations” (see Annex III.c).
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Frequency

Within 2 months after the completion of the service.

Responsible

The innovation consultant that provided the service will be responsible for
administering the questionnaire to the SME.

Reporting

The average score of each metric will be calculated based on the replies that
SMEs will provide to the 2nd and 3rd item of Q1 of the Service Impact Survey
questionnaire for “Service 3: Use web and mobile apps to enhance
collaborations”. The average score of the indicator will then be determined by
calculating the unweighted average of the average scores of each metric. The
average scores of the indicator and its metrics will be presented in the Validation
Workshop of the second and third testing and validation round and documented
within the respective Service Deployment and Validation Reports.

Table 19: Indicator of SME benefits from using ICT applications for online collaboration

Indicator

SME capacity to collaborate with partners.

Definition

The average degree to which agri-food SMEs that have received “Service 3: Use
web and mobile apps to enhance collaborations” agree that online collaboration
applications increased their ability to collaborate with partners from within and
outside their country.

Rationale

The systematic use of online collaboration applications that leverage ICT along
with their benefits in terms of cost and effort can enhance the capacity of SMEs
to collaborate with partners both within and outside the geographical borders
of their country. In order to capture this potential impact of “Service 3: Use web
and mobile apps to enhance collaborations” we have introduced this indicator
into the metrics model.
o

Metrics and
measurement scale

o

Perceived increase in the ability of the SME to collaborate with partners
from their country (5-point Likert scale).
Perceived increase in the ability of the SME to collaborate with partners
from other countries (5-point Likert scale).

Data collection

Service Impact Survey targeting SMEs that have received “Service 3: Use web
and mobile apps to enhance collaborations”.

Tool

Service Impact questionnaire for “Service 3: Use web and mobile apps to
enhance collaborations” (see Annex III.c).

Frequency

Within 2 months after the completion of the service.

Responsible

The innovation consultant that provided the service will be responsible for
administering the questionnaire to the SME.

Reporting

The average score of each metric will be calculated based on the replies that
SMEs will provide to the 4th and 5th item of Q1 of the Service Impact Survey
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questionnaire for “Service 3: Use web and mobile apps to enhance
collaborations”. The average score of the indicator will then be determined by
calculating the unweighted average of the average scores of each metric. The
average scores of the indicator and its metrics will be presented in the Validation
Workshop of the second and third testing and validation round and documented
within the respective Service Deployment and Validation Reports.

Table 20: Indicator of Service 3 benefits for the EEN and other innovation intermediaries

Indicator

Service 3 benefits for the EEN and other innovation intermediaries.

Definition

The average degree to which SMEs that received “Service 3: Use web and mobile
apps to enhance collaborations” agree that their cooperation with the EEN or
other innovation consultants has improved and increased in frequency.

Rationale

One of the main objectives of “Service 3: Use web and mobile apps to enhance
collaborations” is to help innovation consultants of the EEN and other European
innovation intermediaries to more easily and efficiently keep in touch, sustain
relationships, cooperate and follow-up with their clients. With that in mind, this
indicator aims at capturing the expected impact of the service on the
cooperation between the SME and its innovation consultant.
o

Metrics and
measurement scale

o

Perceived improvement of the collaboration between the SME and the EEN
or other innovation consultant (5-point Likert scale).
Perceived increase in the frequency in which the SME collaborates with the
EEN or other innovation consultants.

Data collection

Service Impact Survey targeting SMEs that have received “Service 3: Use web
and mobile apps to enhance collaborations”.

Tool

Service Impact questionnaire for “Service 3: Use web and mobile apps to
enhance collaborations” (see Annex III.c).

Frequency

Within 2 months after the completion of the service.

Responsible

The innovation consultant that provided the service will be responsible for
administering the questionnaire to the agri-food SME.

Reporting

The average score of each metric will be calculated based on the replies that
SMEs will provide to the 6th and 7th item of Q1 of the Service Impact Survey
questionnaire for “Service 3: Use web and mobile apps to enhance
collaborations”. The average score of the indicator will then be determined by
calculating the unweighted average of the average scores of each metric. The
average scores of the indicator and its metrics will be presented in the Validation
Workshop of the second and third testing and validation round and documented
within the respective Service Deployment and Validation Reports.

INNO-4-AGRIFOOD metrics model – February, 2017

Page 24

Table 21: Indicator of overall business impact of Service 3

Indicator

Overall business impact of Service 3.

Definition

The degree to which SMEs that have received “Service 3: Use web and mobile
apps to enhance collaborations” agree that the service had an overall positive
impact on their business.

Rationale

The reason for integrating this indicator in the metrics model of the project is to
assess the degree to which “Service 3: Use web and mobile apps to enhance
collaborations” positively impacted the SMEs which received this service.
o

Metrics and
measurement scale

Perceived overall positive impact of “Service 3: Use web and mobile apps to
enhance collaborations” on the business of the SME serviced (5-point Likert
scale).

Data collection

Service Impact Survey targeting SMEs that have received “Service 3: Use web
and mobile apps to enhance collaborations”.

Tool

Service Impact questionnaire for “Service 3: Use web and mobile apps to
enhance collaborations” (see Annex III.c).

Frequency

Within 2 months after the completion of the service.

Responsible

The innovation consultant that provided the service will be responsible for
administering the questionnaire to the SME.

Reporting

The average score of the indicator will be reflected by the average score of its
metric and calculated based on the replies that SMEs will provide to the 8th item
of Q1 of the Service Impact questionnaire for “Service 3: Use web and mobile
apps to enhance collaborations”. The average score of the indicator will be
presented in the Validation Workshop of the second and third testing and
validation round and documented within the respective Service Deployment
and Validation Reports.

3.4.4

Integration of the Most Significant Change method

On top of the quantitative indicator-based investigation of the INNO-4-AGRIFOOD services’ impact and in
order to make our metrics model more robust in this respect, we also employ the Most Significant Change
(MSC) method (1). The MSC method is a qualitative and participative method that aims at drawing meaning
from actual events (rather than being based on quantitative metrics) and has the advantage of capturing the
unexpected. It is used as a measure for human change that is often too deep and complex to measure
directly. SMEs that will receive an INNO-4-AGRIFOOD service will be required to identify and report what
they consider to be the most significant change which the service brought about within their business. These
stories will then be analysed to identify significant changes which are not possible to precisely predict
beforehand, in those areas where changes are qualitative, not susceptible to statistical treatment and
1

Dart, J., & Davies, R., (2003), “A dialogical, story-based evaluation tool: The most significant change technique”,
American Journal of Evaluation, Vol 24, No 2, pp. 137-155.
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therefore difficult to set pre-defined indicators. With that in mind, the MSC method will be integrated into
the Service Impact Survey in the form of open ended questions within the respective questionnaire that will
be administered by innovation consultants to SMEs (see Annex III).

3.5

Service Stories

The innovation consultants that will provide a service of INNO-4-AGRIFOOD will need to tell us the story of
what transpired in the context of its delivery. In fact, these Service Stories will be employed in the framework
of the project as means for collecting the necessary information about the delivery of the services by
innovation consultants of the INNO-4-AGRIFOOD consortium as well as external ones who will participate in
the second and third testing and validation rounds of the project. With that in mind, it becomes evident that
the principal aim of the Service Stories will be that of monitoring the progress of the Service Deployment
Strategy and Plan of INNO-4-AGRIFOOD, evidencing the progress of consortium members towards the targets
set in its context. At the same time, however, the Service Stories will provide us with meaningful feedback
from the perspective of innovation consultants that can be used in order to identify areas for improvement
both for the services as well as the ICT tools of the project.
Overall, the Service Stories will gather the following information from the innovation consultants that will be
providing the services of INNO-4-AGRIFOOD:
•

Details on the innovation consultant who delivered the service as well as his/her organisation (i.e.
contact details of each innovation consultant as well the name and country of their organisation).

•

The title of the INNO-4-AGRIFOOD service that was provided.

•

The number of SMEs that were serviced (given that both Service 2 and Service 3 of the project offer
the possibility of collectively servicing more than one SMEs in their context)

•

Details on the SME(s) that were serviced (i.e. name, website, country, size and sector of the SME or
SMEs).

•

Overview of the activities performed in the context of the service presented in chronological order,
starting from the first contact with the SME(s) over to the delivery of the service’s output.

•

Information with respect to the use of the INNO-4-AGRIFOOD ICT tools in the context of the service
that was provided.

•

Suggestions for improving the services and/or ICT tools of INNO-4-AGRIFOOD based on the
experience of the innovation consultant with the serviced SME(s) that were serviced.

•

Information with respect to the confidentiality of the information contained within the Service Story
and the possibility of using it within the context of the project

The template that will be employed for the needs of the Service Story component of the INNO-4-AGRIFOOD
metrics model is annexed to the current report (see Annex IV). In particular, the Service Story template will
be completed by the innovation consultant that serviced the SME(s) online at the web portal of the project
(not later than 7 days from the completion of the service) and will contain the service deliverables that were
provided to the SME as well as the completed Service Satisfaction questionnaire. The Service Impact
questionnaire will also be incorporated into the Service Story of each service at a later time following its
completion by the SME.
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4.

Data flow, roles and responsibilities

The bottom-up flow of the data that will be collected through the INNO-4-AGRIFOOD metrics model, starting
from the people from whom data will be collected and all the way to the coordinator of the project
responsible for releasing the reports on service deployment and validation, is presented below.
Figure 1: Data flow in the framework of the INNO-4-AGRIFOOD metrics model

The SMEs that will receive an INNO-4-AGRIFOOD service in the framework of the 3 validation and testing
rounds of the project will provide data to the innovation consultants that serviced them via the respective
questionnaires of the Service Satisfaction and Service Impact surveys. The innovation consultants will
integrate the questionnaire that they received from their serviced SME(s) along with further valuable details
and feedback about the service they provided into their Service Story utilising the respective template. Both
SMEs as well as innovation consultants that have used the INNO-4-AGRIFOOD ICT tools will submit their ICT
Tools Satisfaction questionnaires to the Testing Leader (Q-PLAN), that will collect, treat and analyse the
quantitative and qualitative data contained within them as well as within the Service Stories in order to arrive
at meaningful findings with respect to the performance of the services and ICT tools of INNO-4-AGRIFOOD
and areas for improvement. The findings of the analysis will be provided to the Validation Leader (EKT/NHRF)
that will be responsible for organising and running the Validation Workshop of each testing and validation
round with members of the Advisory Board (AB) and Beneficiaries Board (BB) of the project. Based on
feedback received from AB and BB members the Validation Leader (EKT/NHRF) will prepare the Service
Deployment and Validation Report of the respective round in collaboration with the Service Deployment
Leader (APRE) that is responsible for monitoring the service deployment strategy of the project. In addition
to contributing to the elaboration of the Service Deployment and Validation Reports, the Service Deployment
Leader will also be responsible for its review before it is submitted to the Project Coordinator (Q-PLAN) as
per the management and quality procedures of INNO-4-AGRIFOOD.
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5.

Conclusion and the road ahead

The INNO-4-AGRIFOOD metrics model along with its well-tailored components, indicators and metrics has
been designed with a view to managing uncertainty in the context of the iterative testing, validation and finetuning of the project’s co-created innovation support services and ICT tools.
In this respect, the Service Satisfaction component of the metrics model will provide us with first-hand
feedback from the SMEs that will receive the INNO-4-AGRIFOOD services so as not only to reveal areas that
we can focus on improving, but also to monitor the impact of any implemented improvements over time.
Along the same lines, its ICT Tools Satisfaction component will collect and provide us with valuable data on
the satisfaction of the users of the INNO-4-AGRIFOOD ICT tools, including both SMEs as well as innovation
consultants, allowing for the user-driven fine-tuning of this offer of the project as well. At the same time, the
Service Impact component will allow us to shed light on the impact of the services on SMEs as well as provide
us with insight on the most significant change that we have brought about to their business, indicating what
we are doing right, what not and in what context. Finally, through the Service Story component of the
project’s metrics model we will be able to draw meaningful conclusions from the innovation consultants’
point of view so as to ensure that we meet their expectations and add value to their practice as well.
Following its design and with the use of its dedicated tools (i.e. the questionnaires and the template annexed
to this report), the INNO-4-AGRIFOOD metrics model will now be implemented during the 3 rounds of testing
and validation of the project, fuelling the demand-driven refinement of the INNO-4-AGRIFOOD services and
ICT tools and ultimately the production of results that are shaped according to the needs of SMEs operating
within the European agri-food ecosystem and their innovation intermediaries.
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Annex
Annex I - Service Satisfaction Survey questionnaire
Dear client
We would greatly appreciate your support by taking a few minutes to share with us your opinion about the
service that you have received in the context of the INNO-4-AGRIFOOD project. Thank you for giving us the
opportunity to improve our services so as to better meet your needs and expectations.

Q1: Please indicate the INNO-4-AGRFOOD service that you received:
 Service 1: Find out what collaborations to seek to improve your business.
 Service 2: Identify innovation opportunities online.
 Service 3: Use web and mobile apps to enhance collaborations.

Q2: Please indicate the degree to which you agree with the following statements about the service you received:
-1-

-2-

-3-

-4-

-5-

Strongly
Disagree

Disagree

Neutral

Agree

Strongly
Agree

The communication channels available in
the context of the service were satisfactory.











I am satisfied with the usability of the
service’s output.











The output of the service was appropriate
for my specific needs.











Overall, I am satisfied with my experience in
the context of the service that I received.
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Q3: Please indicate the degree to which you agree with the following statements about the person who provided
you with the service (i.e. service provider):
-1-

-2-

-3-

-4-

-5-

Strongly
Disagree

Disagree

Neutral

Agree

Strongly
Agree

The service provider was knowledgeable and
professional.











It was easy to cooperate with the service
provider.











The service provider was trustworthy.











The service provider understood my specific
needs.











Q4: Would you recommend this service to your colleagues or contacts within the agri-food sector?
 Definitely not

 Probably not

 Might or might not

 Quite probably

 Definitely

Q5: Would you request an INNO-4-AGRIFOOD service again in the future?
 Definitely not

 Probably not

 Might or might not

 Quite probably

 Definitely

Q6: What did we do really well?

Q7: What can we do in order to be even better?
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Annex II - ICT Tools Satisfaction Survey questionnaire
Dear user
We would greatly appreciate your support by taking a few minutes to share with us your opinion about the
INNO-4-AGRIFOOD ICT tools. Thank you for giving us the opportunity to improve our ICT tools so as to better
meet your needs and expectations.

Q1: Please indicate the degree to which you agree with the following statements about your experience with the
use of the INNO-4-AGRIFOOD ICT tools:
-1-

-2-

-3-

-4-

-5-

Strongly
Disagree

Disagree

Neutral

Agree

Strongly
Agree

I find the look and feel of the ICT tools to my
liking.











The ICT tools are easy to use.











I did not encounter any technical issues
using the ICT tools.











The ICT tools provided me with an adequate
number of relevant results.











The ICT tools helped me to find useful
information.











Overall, I am satisfied with my experience
with the use of the ICT tools.











Q2: Would you recommend the ICT tools of INNO-4-AGRIFOOD to your colleagues or contacts within the agri-food
sector?
 Definitely not

 Probably not

 Might or might not

 Quite probably

 Definitely

Q3: What can we do to improve the ICT tools of INNO-4-AGRIFOOD?
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Annex III - Service Impact Survey questionnaires
Annex III.a - Service 1: Find out what collaborations to seek to improve your business
Dear client
We would greatly appreciate your support by taking a few minutes to share with us valuable information that
can help us understand the impact of the service you received in the context of INNO-4-AGRIFOOD on your
business. Thank you for giving us once more the opportunity to improve our services so as to better meet
your needs and expectations.

Q1: Please indicate the degree to which you agree with the following statements about the impact of the service
on your business:
-1-

-2-

-3-

-4-

-5-

Strongly
Disagree

Disagree

Neutral

Agree

Strongly
Agree

We have developed a better understanding of
how we may grow our business through
collaborative innovation.











We are more open to collaborate with other
partners in order to innovate and grow
together.











We more actively seek to establish
collaborations for innovation.











The number of meetings (physical or digital) we
hold with prospective innovation partners have
increased.











Overall, the INNO-4-AGRIFOOD service we
received had a positive impact on our business.











Q2: Have you requested a service from the EEN or another innovation consultant since you received the service of
INNO-4-AGRIFOOD?
 Yes
 No
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Q3: If yes, was this the first time that you requested a service from the EEN or another innovation consultant?
 Yes
 No

Q4: Looking back, what do you think was the most significant change that the INNO-4-AGRIFOOD service you
received has brought to your business?
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Annex III.b - Service 2: Identify innovation opportunities online
Dear client
We would greatly appreciate your support by taking a few minutes to share with us valuable information that
can help us understand the impact of the service you received in the context of INNO-4-AGRIFOOD on your
business. Thank you for giving us once more the opportunity to improve our services so as to better meet
your needs and expectations.

Q1: Please indicate the degree to which you agree with the following statements about the impact of the service
your received on your business:
-1-

-2-

-3-

-4-

-5-

Strongly
Disagree

Disagree

Neutral

Agree

Strongly
Agree

We now systematically use online platforms to
identify innovation opportunities.











We are now able to identify more innovation
opportunities.











The number of contacts we make with
prospective innovation partners has increased.











Our network of innovation partners has
increased.











We think it is easier for us now to start
collaborations with partners within our country.











We think it is easier for us now to start
collaborations with partners from other
countries.











Overall, the INNO-4-AGRIFOOD service we
received had a positive impact on our business.











Q2: Have you requested support from the EEN or another innovation consultant in order to seize an innovation
opportunity that you identified as a result of the INNO-4-AGRIFOOD service you received?
 Yes
 No
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Q3: Looking back, what do you think was the most significant change that the INNO-4-AGRIFOOD service you
received has brought to your business?
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Annex III.c - Service 3: Use web and mobile apps to enhance collaborations
Dear client
We would greatly appreciate your support by taking a few minutes to share with us valuable information that
can help us understand the impact of the service you received in the context of INNO-4-AGRIFOOD on your
business. Thank you for giving us once more the opportunity to improve our services so as to better meet
your needs and expectations.

Q1: Please indicate the degree to which you agree with the following statements about the impact of the service
on your business:
-1-

-2-

-3-

-4-

-5-

Strongly
Disagree

Disagree

Neutral

Agree

Strongly
Agree

We now systematically use apps in order to
collaborate with our partners.











We have reduced the effort involved in
collaborating with our partners.











The costs implied by collaborating with our
partners have decreased.











We find it easier to collaborate with partners
within our country.











We find it easier to collaborate with partners
from other countries.











Our collaboration with the EEN (1) and other
innovation consultants has improved.











We cooperate with the EEN or other innovation
consultants more frequently.











Overall, the INNO-4-AGRIFOOD service we
received had a positive impact on our business.











Q2: Looking back, what do you think was the most significant change that the INNO-4-AGRIFOOD service you
received has brought to your business?

1

Enterprise Europe Network
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Annex IV - Service story template
Dear innovation consultant
We greatly appreciate that you are taking the time to tell us the story about the INNO-4-AGRIFOOD service
you provided to your client. This information will help us immensely to improve the innovation support
services and ICT tools of INNO-4-AGRIFOOD so as to better meet both your own as well as your clients’ needs.
We sincerely thank you for your contribution and support.

Information about the innovation consultant
 Mr

Title

 Ms

First Name
Last Name
E-mail
Organisation
Country

INNO-4-AGRIFOOD service provided
 Service 1: Find out what collaborations to seek to improve your business.
 Service 2: Identify innovation opportunities online.
 Service 3: Use web and mobile apps to enhance collaborations.

Number of SMEs serviced

Information about the SME(s) serviced
Information about SME No 1
Name of SME
Website of SME
Country of SME
Size (No of employees)
Sector

 6 to 10

 11 to 25

 26 to 50

 51 to 100

 101-250

 Farmers

 Food
processors

 Logistics & sales

 Supporting
Industries

 Other:

 6 to 10

 11 to 25

 26 to 50

 51 to 100

 101-250

 Farmers

 Food
processors

 Logistics & sales

 Supporting
Industries

 Other:

Information about SME No 2
Name of SME
Website of SME
Country of SME
Size (No of employees)
Sector
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Information about SME No X
Name of SME
Website of SME
Country of SME
Size (No of employees)
Sector

 6 to 10

 11 to 25

 26 to 50

 51 to 100

 101-250

 Farmers

 Food
processors

 Logistics & sales

 Supporting
Industries

 Other:

Overview of activities performed
Please provide an overview of the activities performed in the framework of the service following a chronological order,
starting from the first contact with the SME(s) over to providing the deliverables of the service(s).

Use of the INNO-4-AGRIFOOD ICT tools
Did you use the ICT tools of the project?

 Yes

 No

Please indicate how did you use the ICT tools of the project and how they helped you while providing the service to
the SME(s). If you did not use the ICT tools, then please briefly explain why.

Suggestions for improvement
Please provide us with any suggestions for improving the INNO-4-AGRIFOOD services and/or ICT tools based on your
experience with the SME(s) serviced.

Confidentiality: Can we use the text in this story and in the deliverables provided to the SME(s) within
the context of the project as a case to be published for e-learning and/or promotional purposes?
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