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ECONOMY, JOBS AND FAIR WORK COMMITTEE  

  

BUSINESS SUPPORT INQUIRY  

SUBMISSION FROM EAST AYRSHIRE COUNCIL  

  

1. Level of annual spend on Business Gateway over the last 10 years:  

  

  
East Ayrshire Council  

  
year  

  
2008/09 

  
 09/10  

  
10/11  

  
11/12  

  
12/13  

  
13/14  

  
14/15  

  
15/16  

  
16/17  

  
17/18  

Funding  
(£)  

274,373 274,000  273,787  321,667  321,700  305,025  312,077  291,024  291,024  291,024  

  

2. Details of mechanisms in place to determine quality assurance:  

  

Within East Ayrshire we use customer satisfaction surveys to capture feedback 

from clients and where issues or concerns are raised we identify whether or not 

an improvement action is required and this is implemented as appropriate. The 

entire process is managed through our ISO9001 quality management system; 

monitored by management on a 6 weekly basis and subject to annual review and 

external audit.  

3. Details of any customer feedback received in relation to the Business 

Gateway services that you offer or wider research about business 

support in your area.  

  

In 2015 and prior to taking the decision to take the delivery of the Business 

Gateway Programme in house, an independent evaluation of the Programme was 

commissioned by the 3 Ayrshire local authorities. This report included feedback 

from customers.  

  

More recently, in 2017 an independent evaluation of business support 

mechanisms across Ayrshire was commissioned in an effort to understand more 

clearly what businesses and individuals expect in terms of support and access to 

support from public sector agencies. This piece of work informed a proposal to 

support innovation and internationalisation which is a key project within the 

Ayrshire Growth Deal bid.  

  

Both these pieces of research can be made available upon request.  

  

4. Details about the delivery of business support services, particularly:  

Whether outsourcing or in-house is the approach taken to providing  

Business Gateway services;  

Any changes to the delivery mechanism over the last 10 years and the 

rationale for this change.  
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The delivery of the Business Gateway Programme was brought in-house in 2015 and 

is now a key element of our business support mechanisms which has allowed us to 

strip out duplication, de-clutter the support landscape for our businesses and has 

ensured that we are able to maximise the benefit of our resources. Since the Council 

took this decision in 2015, engagement levels across our business base have 

improved, the awareness of the Business Gateway has grown particularly in relation 

to support to existing businesses, we have more account managed businesses, more 

businesses accessing the Growth Advisory Service and pipeline and more 

companies have been supported to access SE products and support.  

In the period from 2008 to 2015, the Business Gateway Programme was delivered by 

a contractor with a presence on the high street. At the point of contract renewal in 

2012, a new contractor made a compelling case for a single location in Ayrshire 

where support could be accessed. This model proved to be flawed and the 

inaccessibility of the central location coupled with poor communication and marketing 

led to a misconception amongst many business people that Business Gateway had 

actually closed.  

Bringing the programme in-house has put it back into our high street and community 

centres and raised awareness of its support offers.  

5. Details of any other services offered to businesses, especially SMEs and 

start-ups by your local authority.  

Our business support team provide support through our beReady programme which 

provides specialist support in the following areas – sales and marketing, finance, 

digital, procurement, people, innovation and management. These experts share their 

wealth of knowledge and expertise through workshops and one to one support.  

The programme offers practical, hands on solutions to the challenges of a growing 

business and our integrated approach helps businesses make the best decisions for 

the biggest business benefit.  

The beReady Programme is also the route to access financial assistance from the 

Council through its business grants programme. To access a grant a business must 

have engaged with specialist support and the output from that must be an agreed 

action plan. At the point where a business wishes to progress that action plan, grant 

support may be available for particular elements of the plan.  

We also have staff focused on sectoral support specifically tourism and food and 

drink and we also fund the Ayrshire Engineering Alliance which is a private sector 

partnership with the primary objective of strengthening the engineering sector locally.  

East Ayrshire Council is also a member of the West of Scotland Loan Fund and 

Business Loans Scotland providing loans to our business base to support their 

growth ambitions.  
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In terms of employability, a key element of our work is to provide Recruitment 

Incentives to businesses wishing to employ local unemployed people and in addition 

we have resource to support the upskilling of East Ayrshire residents currently in 

work within our local business base and for whom additional or new qualifications will 

improve the sustainability of their employment.  

Our employability team also support local employers to recruit modern apprenticeships.  

In terms of business support it should be recognised that there are a number of 

services delivered by the Council which facilitate economic growth. This include but 

are not limited to Planning, Regeneration and Regulatory Services – all services 

which help shape the kind of places where people want to live, work, invest and relax 

and these services all improve places by helping them to function better 

economically, socially and environmentally.  

BUSINESS GATEWAY  

  

WHAT DOES BUSINESS GATEWAY DO WELL AND WHERE CAN 

IMPROVEMENTS BE MADE?  

WHAT ARE YOUR VIEWS ON THE QUALITY OF THE FOLLOWING SERVICES 

DELIVERED BY BUSINESS GATEWAY  

I. ONLINE SERVICES  

II. WORKSHOPS, EVENTS AND TRAINING  

III. BUSINESS ADVISER SERVICE  

  

While there is a move to access services online and we see fewer clients as a 

consequence of the quality of Business Gateway’s online services, attendance at 

Business Gateway workshops has increased steadily in the two years and very 

positive customer feedback confirms the value of these not just in terms of learning 

but also in terms of networking, the connections that are made and the collaboration 

that sometimes emerges.  

HAS THE QUALITY OF SERVICE CHANGED OVER THE YEARS  

  

East Ayrshire Council believes that the quality of the service has improved since the 

decision to bring delivery in house.  

WHY DO SOME NEW AND EXISTING BUSINESSES CHOOSE NOT TO USE 

BUSINESS GATEWAY?  

We believe that this relates to a lack of understanding of the Business Gateway 

Programme, particularly in terms of the support which is available for existing 

businesses. For many people, the perception is that Business Gateway is a start-up 

programme and marketing campaigns have done little to challenge this.  
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CAN YOU GIVE THE COMMITTEE EXAMPLES OF HOW BUSINESS GATEWAY 

IS HELPING EXISTING BUSINESSES TO GROW, FOR EXAMPLE – STARTING 

TO EXPORT, INNOVATE OR EMPLOY MORE STAFF?  

In 2017/18, Business Gateway staff supported 43 businesses with growth aspirations 

to access 82 instances of Scottish Enterprise support including strategy 

development, exporting, innovation and research and development.  

HOW WELL HAVE LOCAL AUTHORITIES RUN BUSINESS GATEWAY 

SERVICES? WHAT ARE YOUR VIEWS ON WHETHER SERVICES ARE BEST 

DELIVERED IN HOUSE OF CONTRACTED OUT?  

East Ayrshire Council believes that significant progress and a better service are 

being delivered since it was brought in house.  

WHAT ARE THE ALTERNATIVE SOURCES OF ADVICE, FUNDING AND  

SUPPORT AVAILABLE TO SCOTLAND’S BUSINESSES AT A LOCAL LEVEL?  

Alternative sources of advice in East Ayrshire include the Chamber of Commerce, 

Federation of Small Business, banks and Scottish Enterprise.  

WHERE ARE THERE GAPS IN BUSINESS SUPPORT AT A LOCAL LEVEL? 

WHAT COULD BE DONE TO FILL ANY GAPS?  

The 3 Ayrshire Councils commissioned an independent evaluation of their business 

support mechanisms in 2017 and the conclusion was that the services were good 

and that there weren’t any significant gaps in provision but that a uniformity of offer 

across Ayrshire would be helpful. A copy of this report can be made available.  

WHAT OTHER BUSINESS SUPPORT SERVICES (BEYOND BUSINESS 

GATEWAY? ARE PROVIDED BY LOCAL AUTHORITIES AND HOW IMPORTANT 

ARE THEY TO LOCAL BUSINESSES?  

See answer to question 5 above.  


