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ECONOMY, JOBS AND FAIR WORK COMMITTEE 

BUSINESS SUPPORT INQUIRY 

SUBMISSION FROM Dumfries and Galloway Council 
 
National and Local Context 
Business Gateway (BG) is a publicly funded local government service that provides 
free business support and impartial advice for start-up and existing businesses in 
Scotland. Local Authorities (LAs) are responsible for the delivery of the Business 
Gateway (BG) service in local areas - eighteen Lead Local Authorities (LLAs) co-
ordinate local contacts/ service delivery on behalf of the local authorities in their 
respective BG Region. The Lead Local Authority in Dumfries and Galloway is 
Dumfries and Galloway Council. 
 
Dumfries and Galloway is the third largest Scottish local authority in terms of area at 
6,426 km2. It is home to 149,500 people with a population density of 23/km2.  
 
The public sector accounts for 27% of all jobs in the region. Agriculture, retail, 
specific types of manufacturing, accommodation and residential care are all major 
sectors that are over-represented while professional, scientific and technical 
services; business administration and support; finance and insurance; and, 
information and communication are significantly under-represented. 
 
There are in the region of 5,900 businesses registered for VAT or PAYE of which 
89% employ fewer than 10 people. There is a significantly higher than average 
proportion of businesses (35%) in agriculture, forestry and fishing. Only 12% of 
businesses are in ‘knowledge intensive’ sectors. The Scottish average is 28%. Self-
employment accounts for 19% of all working people in the region; well above the 
Scottish average. 
 
Based in COSLA, the Business Gateway National Unit (BGNU) supports the Lead 
Local Authorities (LLA) who manage the service, and Provider teams who deliver the 
service. The National Unit is responsible for a wide range of activity that includes 
marketing and operational support, and works closely with the partners and 
stakeholders involved with the service. The BGNU also provides and manages a 
range of national systems used to deliver the service, including the 
www.bgateway.com website.  
 
In addition, Scottish Enterprise (SE) is a strategic partner with responsibility for 
resourcing some of the core service infrastructure used by Business Gateway 
including a customer relationship management system, shared with Scottish 
Enterprise, and the Business Gateway Enquiry Service for national enquiry fulfilment 
and research services. SE also provides a range of universal and specialist products 
which BG clients can access.  Similarly, BG works in partnership with Highlands and 
Islands Enterprise (HIE). 
 

http://www.bgateway.com/
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Response to Inquiry Questions 
 

1) Levels of annual spending on Business Gateway over the last ten years 
 

We have retained information for the previous 5 years only 
 

Year Budget (£ - ,000s) 

2012/13 434 

2013/14 459 

2014/15 418 

2015/16 391 

2016/17 336 

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

Quality Assurance of the Business Gateway service is undertaken independently by 
Progressive Partnership who have been conducting Business Gateway’s ongoing 
customer satisfaction tracking survey since mid-November 2014. Respondents to 
this survey have all made contact with Business Gateway (BG). Survey invitations 
are sent on a weekly basis, two weeks after the customer’s initial contact with BG (a 
sample is taken directly from the CRM system). 
 
Dashboard reports provide summary data for each month of the survey for agreed 
Key Performance Indicators (KPIs).  The National Unit and the Lead Local 
Authorities monitor these dashboards.  In addition, Progressive identify and forward 
‘Hot Alerts’, essentially client complaints, direct to local areas to respond to.  The 
service responds to 15-20 Hot Alerts per month, a maximum total of 240 per annum 
against a service handling over 50,000 enquiries a year, which is less than 0.5%. 
 

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;  
As an example of the information obtained by Progressive the following covers data 
from Quarter 4 2017-18 (customers who made contact with BG during January to 
March 2018). 

 
For enquiries made during January to March 2018, a total of 933 customers 
responded to the survey (372 in January, 312 in February and 249 in March). The 
overall response rate for the quarter was 10.6%. This response level gives a 
confidence interval of +/-0.61% to +/-3.05%. 

 
Table 1: Key Metrics for Dumfries and Galloway  

Service 
12 Month 
Average 

Jan - Mar 18 

Overall satisfaction 
(extremely satisfied, very satisfied or satisfied) 

81% 86% 

Service delivered met expectations 
(met or exceeded expectations) 

76% 82% 

Benefit the business will gain from service received 
(all saying yes, support will be beneficial – excluding those who report 
it is ‘too early to say’) 

81% 94% 

Would recommend Business Gateway 
(definitely or probably) 

83% 91% 
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4) Details about the delivery of business support services, particularly: 
o whether outsourcing or in-house is the approach taken to providing 

Business Gateway services; 
 

In Dumfries and Galloway, Business Gateway services are delivered in house.  
 

o any changes to the delivery mechanism over the last ten years and the 
rationale for this change, and; 

 
In Dumfries and Galloway, Business Gateway services were outsourced until 
September 2015. The change from outsourcing was made following an independent 
evaluation of the delivery of the services in Dumfries and Galloway which 
recommended that all services for business be delivered in house by the Council in 
order to: 
 

• Redesign the service to meet business needs 
• Improve service delivery 
• Provide delivery and financial efficiencies  
• Maximise the opportunity to attract significant external funding for business 

support 
• Embed business support services to meet Council priorities 

 
The full alignment of the Business Gateway service being delivered in-house 
ensured greater integration of services for business, both within the Economic 
Development service and throughout the wider Council.  
 
Whilst some alignment and response to wider economic priorities was possible with 
an outsourced service a commercial contractor’s first obligation will be to deliver 
against specified payment triggers and in doing so may not be able to provide the 
flexible response to unanticipated demands of the Council and the region’s 
businesses without renegotiation and additional payments. 
 

5) Details of any other services offered to businesses, especially SMEs and start-
ups, by your local authority. 
In addition to the core Business Gateway service delivered nationally, Dumfries and 
Galloway Council’s Economic Development Team and Business Gateway Dumfries 
and Galloway provide a wide range of services designed to support business growth 
and stimulate entrepreneurial activity. These include: 
 
ERDF Funded Business Competitiveness Activity 
Since April 2016, Dumfries and Galloway Council has benefitted from ERDF funding 
which has allowed us to introduce enhanced business growth support through 
Business Gateway. The ERDF activity in Dumfries and Galloway includes: 
 

 Expert Help Programme – allows SMEs to receive fully funded consultancy 
support from our framework of subject matter experts. SMEs can now benefit 
from the expertise of over 30 suppliers across a range of topics covering 
strategy development, accessing external investment, financial planning, HR, 
sales and marketing, branding and ICT. 

 Digital Specialist Adviser – 95 businesses benefitted from specialist digital 
advisory support in 2017/18 on a range of topics including e-commerce, social 
media and full digital marketing reviews.  
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 Key Sector Economic Development Officers – an additional high-level 
Growth Advisor role working exclusively with SMEs in the region’s key sectors 
to ensure that we can implement effective specialist support for businesses in 
the food and drink and tourism sectors. 

 
The intention is to introduce some changes to the ERDF activity from January 2019 
to address changing market demand and make best use of the resources available. 
These are still under consideration.  
 
Supplier Development Programme 
Dumfries and Galloway Council is an active member of this partnership of Local 
Authorities, Scottish Government and other public bodies working together to 
support SMEs in all aspects of tendering. Assisting SMEs to become tender ready 
for public procurement improves their all-round efficiency, sustainability and market 
potential. In addition to the annual UK public spend of £240billion, the support 
provided through our SDP training and events is also helping Dumfries and 
Galloway’s SMEs to access international procurement opportunities. 
 
In 2017/18, the SDP programme ran 7 events in Dumfries and Galloway. 
 
Business Week 
Funded by Dumfries and Galloway Council, this event is co-ordinated by Business 
Gateway. In 2017 a series of events were held throughout the week including the 
Annual Tourism Conference. Events were delivered by Dumfries and Galloway 
Council, Business Gateway, VisitScotland and business support partners. Over the 
duration of the week, 14 events attracted 1,026 attendees from 526 businesses from 
across the region. 
 
Business Loans Scotland 
Dumfries and Galloway Council is a member of this Local Authority consortium 
providing loans of up to £100k to SMEs who have been unable to secure funding 
from traditional sources. 
 
Digital Boost 
Through this Scottish Government programme designed to enhance the digital skills 
of Scotland’s SME base, Business Gateway Dumfries and Galloway provided 14 
workshops on a range of digital subjects, and enabled 32 businesses to access up to 
three days specialist advice. 
 
Grant funding  
31 businesses received grant support from Dumfries and Galloway Council. A further 
24 received the legacy grant from the closure of the nuclear power plant at 
Chapelcross and 5 businesses were awarded RSA. All were supported in their 
applications by Business Gateway. 
 
Co-Innovate  
This support was delivered via workshops to 21 attendees, 12 business received 
Innovation Health Checks, 5 went on to in depth audits and 2 received 1-2-1 expert 
support. 
 
 
 



EJFW/S5/18BS/15 
 

5 

Leader  
This support is provided to businesses and social enterprises throughout the region. 
In excess of £5m under the recent programme has been committed under a range of 
themes including farm diversification; businesses; communities and fisheries. 
 
PACE 
Partnership action for continuing employment is supported by various teams within 
our Local Authority including Business Gateway and our Employability team. This 
service provides support to businesses in distress and are facing redundancy 
situations. A good example of this in our region was the recent announcement of the 
pending closure of Pinney’s in Annan. PACE have provided extensive support with 
employees facing redundancy and one of events such as a jobs fair. 
 
Inward Investment 
Supporting enquiries for business who are potentially looking to locate in our region 
which includes land; property; funding; staff as an example of the type of support 
which is available. 
 
Property/Land 
Support businesses that are looking to acquire new sites or business units for future 
development. This includes site identification; feasibility studies and support to 
project plan and deliver the property expansion/development. 
 
Town centre regeneration 
Feasibility studies are undertaken on town centre developments including the 
creation of public realm and the regeneration of the town centre experience. 
 
 Employability and Skills  
Support and signposting to other employability, skills and training providers is 
provided to local businesses through a partnership approach known locally as DG 
Employment TAP.  This one stop shop approach supports the Fair Work Agenda, 
sectoral events, Developing the Young Workforce and delivers the following: 
 
ESF Funded Employer Recruitment Incentives 
Funding through Dumfries and Galloway Council’s Employability and Skills Service 
matched to EU funding to allow employers to take on individuals who have faced 
barriers to employment.  Delivered through Employer Engagement Officers working 
across the region to engage with local businesses to provide opportunities to support 
the aim of reducing the level of unemployment by providing sustainable employment 
opportunities whilst receiving support themselves.  This is supported through various 
programmes: 
 
Young Persons Wage Incentive (YPWI) 
This incentive was introduced to exclusively support young people not in education, 
employment or training, including the long-term unemployed or those not registered 
as job seekers.  The funding supports the delivery of the Dumfries & Galloway Youth 
Guarantee, a measure in place to ensure that young people up to the age of 25 
receive a good quality offer of employment, continued education, an apprenticeship 
or a traineeship within four months of leaving school or becoming unemployed. 
During 2017/18, 159 opportunities were supported. 
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Pathways 
Provides up to 50% of NMW for 6 months to support an individual with multiple 
barriers to employment.  Previously this was aimed at people aged 25yrs + but is 
now open to 16yrs +.  In-work support is provided when required through a team of 
employability workers to help the individual and the employer with any requirements 
to sustain the job. 
During 17/18, 46 opportunities were supported. 
 
Scotland’s Employer Recruitment Incentive (SERI) 
Funding available for up to 1 year to private or third sector organisations to recruit 
someone who is aged 16-29 and fits one or more of specific eligibility groups. The 
funding comes from Scottish Government, administered by SDS and supported by 
local authorities.  During 17/18, 9 opportunities were supported. 
 
 
 
 


