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ECONOMY, JOBS AND FAIR WORK COMMITTEE 

BUSINESS SUPPORT INQUIRY 

SUBMISSION FROM City of Edinburgh Council  
 

National and Local Context 
 
Business Gateway (BG) is a publicly funded local government service providing 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 their local areas - eighteen Lead Local Authorities (LLAs) 

co-ordinate local contacts/ service delivery on behalf of the local authorities in their 

respective BG Region. In the BG Region the Lead Local Authority is Lead Authority 

who manage the delivery in Council areas – this model is based on the Local 

Economic Development Partnership model and can be easily adapted for the future 

City Deals. 

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 such as 

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). 

An evolving service 

Prior to 2009, the Business Gateway service operated in lowland Scotland only.  

When Local Government took on the service in 2008 it was with the understanding 

that the service would become pan-Scotland as soon as possible and this was 

achieved the following year.  Over time, and specifically as the take up of digital 

engagement has increased, the way clients access services have evolved.  This has 

led to an increased use of the Business Gateway website, which has evolved 

accordingly to meet customer needs. The extensive use of social media and other 

digital platforms to promote and market Business Gateway services and partner 

activity has been developed accordingly. 

The Business Gateway National Unit works closely with the Lead Local Authorities to 

agree a National Service Specification and a set of Programme Rules to ensure the 

http://www.bgateway.com/
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service is delivered to a high standard across Scotland. This is reflected in the 

consistent high levels of customer satisfaction achieved in the independently 

assessed Quality Assurance surveys. 

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

Please see APPENDIX 1. 
  

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 direct 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 and take action where necessary.  In addition, 

the progressive partnership identifies and forward „Hot Alerts‟, essentially client 

complaints, direct to local areas to respond to take appropriate action. The National 

Unit and Lead Local Authorities work closely together on this to ensure any issues 

are resolved.  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%. 

The four local authorities within Edinburgh and Lothian share a central administration 

team based within the Lead local authority and agree KPIs for business gateway 

delivery. A Business Gateway Edinburgh & Lothian Board sits twice yearly, members 

are senior Economic Development Managers from Each local authority. The 

Business Gateway Operational Management for each area meets on a quarterly 

basis. The lead local authority Business Gateway Manager represents the 

Partnership at the Business Gateway Operational Network and regular shares 

relevant information on Business Gateway/Business updates to each partner. 

Edinburgh & Lothian hold an annual Team away day and each Local Authority Area 

has regular team meetings with staff to update, review and share information. 

Regular meetings with the Workshop contractor ensure that workshops are reviewed 

and quality discussed, the workshop contract is tendered every 3-5 years to ensure 

value and the contract delivery meets the current Economic Climate. 

Business Gateway is integral to the Economy Strategy for Edinburgh and forms part 

of the wider regional partnership under the City Region Deal.  Targets, outcomes 

and service performance indicators are reported to and scrutinised by elected 

members at committees in each of the four Councils.    
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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). 

 
In this 3-month period, 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%. 

 
The key findings for this period are as follows: 

 

 Overall satisfaction between January and March 2018 was 83% 
 

 82% this quarter said their expectations had been met or exceeded 
 

 88% of respondents this quarter reported that the support they received would 
be beneficial for their business (excluding those reporting it was „too early to 
say‟) 
 

 85% of respondents this quarter would probably or definitely recommend 
Business Gateway to other business people or those thinking of starting a 
new business. 

 
Comparing these figures with the 12 month average in Table 1 below shows that 
customer satisfaction remains steady. 
 
Table 1: Key Metrics 

Service 
12 Month 
Average 

Jan - Mar 18 

Overall satisfaction 
(extremely satisfied, very satisfied or satisfied) 

84% 83% 

Service delivered met expectations 
(met or exceeded expectations) 

82% 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’) 

87% 88% 

Would recommend Business Gateway 
(definitely or probably) 

86% 85% 

 
A selection of customer feedback from Business Gateway Edinburgh 
(anonymised) 
“John has been a joy to work with. We initially thought of the service as a way 
to help our marketing person with the knowledge and support that we could 
not provide ourselves, but it has turned out to be much more than just that. 
Every member of the team has learned a great deal about the work involved 
and the implications of doing or not doing the work. John has made sure he 
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explained the concepts and responsibilities at all levels within the company, 
making sure everyone buys into the project and is clear on their work and how 
it relates to the work of the others. As manager, gaining this team commitment 
and having a clearer understanding of what the marketing function should be 
doing, how and why has been instrumental. We feel we now have the tools to 
move the project to the next level.” 
  
“The support from Business Gateway through their Growth Pipeline 

initiative has been incredibly helpful in pushing my business forward. 

Financial contribution in key areas such as trade shows, design staff 

and marketing consultancy have made a critical difference and XXX is 

growing steadily with the now affordable expertise. I feel really proud 

that I work in a country that recognises that creative businesses need 

support to thrive and we hope to continue to grow using Scottish 

Enterprise’s help to ensure that modern Scottish design is celebrated 

around the world.” 

“Hi Michelle, I forgot to leave my feedback form last night but just wanted to 
say it was great to meet you and find out all out what Business Gateway has 
to offer.  We all left feeling quite inspired and we'll definitely be popping up 
again at some of your workshops!  Off now to make a to do list, starting with 
the business plan of course! See you again soon” 
 
"I have had an excellent experience with Business Gateway. They have been a 

source of great advice and signposting to other advice channels, such as 

Scottish Enterprise for funding support and Scottish Investment Bank. I have 

also really enjoyed and taken a lot from their courses, including Gateway to 

Investment and their collaboration with Women Enterprise Scotland. I feel my 

adviser takes a genuine interest in helping to further my business too. I would 

thoroughly recommend their services and I have to many people".  

 

 

Details about the delivery of business support services, particularly: 

o whether outsourcing or in-house is the approach taken to providing 
Business Gateway services; 

 
Business Gateway Services are delivered in-house by The Edinburgh & Lothian 
Local Authority Partnership, which includes The City of Edinburgh (Lead Local 
Authority), East Lothian Council, Midlothian Council and West Lothian Council.  
APPENDIX 2 outlines the Business Case approved by The City of Edinburgh Council 
Economy Committee in June 2012 to deliver the service in-house. 
 
The in-house model allows the Business Gateway delivery to be more flexible and 
respond to changes within the local and national economy.  For example, during the 
2008 economic crisis The City of Edinburgh Council and Business Gateway Led the 
Edinburgh Action Reliance Network (EARN) who along with corporate partners such 
as The Edinburgh Chamber of Commerce and The Federation of Small Business 
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delivered a programme of support to help SMEs survive the challenges within the 
local, national and global markets.  
 
Business Gateway has integrated with other local initiatives to support growth in 
locally significant business sectors. For example, a collaboration between Business 
Gateway and Creative Edinburgh resulted in a programme of events “Creatives 
Mean Business”.  This resulted in a deeper level of engagement with businesses and 
practitioners who have traditionally not seen Business Gateway as an obvious 
source of support and advice.  
 
The in-house model allows Business Gateway to integrate more effectively with the 
council‟s other  business-facing  services, including regulatory services such as 
Planning, Trading Standards and Licensing.  This has provided a one-door approach 
service for our business customers with the overall aim of “making it easier to do 
business in Edinburgh”. 
 
The delivery of Business Gateway Workshops is outsourced to a local SME, Roberts 
Partnership and Growth Services funded through the European Regional Social 
Fund (ERDF) are contracted out to STEP Scotland 
   
Key Business Gateway Edinburgh & Lothian Activity and Outputs for 2017/18: 

Core delivery: 

 1812 new start-ups supported (91% of annual target achieved). 

 1294 existing businesses supported (82% of annual target achieved). 

 2174 projected jobs in supported start-ups.  

 £45m projected turnover in supported start-ups. 

 2244 Business Adviser sessions. 

 300 workshops delivered to 2703 attendees. 

 91% customer satisfaction: users of the service who are extremely or very 
satisfied. 

 
DigitalBoost: 

  90 workshops on a range of digital subjects, 

 105 businesses accessed 305 days of specialist advice in Phase 2, on track 
to deliver phase 3 targets 

ERDF programme 

 Securing & Delivering £2.9m Business Competitiveness programme, 2015-18 
supported by the European Regional Development Fund (ERDF) to enable 
our entrepreneurs and businesses realise their growth potential. By the end of 
2017/18: 

o 857 businesses have accessed the programme. 
o 207 specialist advice sessions 

o 36 workshops held with 286 attendees 
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o any changes to the delivery mechanism over the last ten years and the 
rationale for this change, and; 
 

The Business Gateway Contract for Edinburgh & Lothian was delivered by The 
Lothian Consortium, partners including; West Lothian Council, East Lothian Council, 
Midlothian Chamber of Commerce, Edinburgh Chamber of Commerce, Roberts 
Partnership and David Hall Group from 2008 until 30 September 2012 when the 
delivery was transferred to The City of Edinburgh Council.  
 
APPENDIX 2 sets out the business case for in-house delivery which was submitted 
to The City of Edinburgh Economy Committee in 2012. 
 

4) 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, Business 
Gateway Edinburgh provides a wide range of services in collaboration with partners 
to support business growth and stimulate entrepreneurial activity. These include: 
 
ERDF Funded Business Competitiveness Activity 
Since October 2012, Edinburgh Council has benefitted from ERDF funding which 
has allowed us to introduce a programme of business growth support through 
Business Gateway. The ERDF activity in Edinburgh includes: 
 

 Growth Workshops –  aimed at business with growth ambition covering 
growth topics including Strategic planning, international, workforce 
development and funding 

 
Expert Help Programme  
 

 Surgeries – up to 2 hours support with an expert on social Media, HR, PR, 
Strategy and International  
 

 Consultancy – up to 2 days of fully funded consultancy support from a 
business expert covering strategy, international workforce development and 
franchising aiming to assist businesses with scale up potential 
 

 
 
Gateway to Investment (GTI) 
GTI is aimed at Businesses seeking to secure Angel Investment, focusing on key 
skills and information: Angel investment, pitching, legal agreements, cashflow. 
Delivered by Business Gateway Growth Advisers the programme brings together 
public and private sector including accountants and lawyers who prepare potential 
investees for their day with the Angel, a pitching session where 5 Angel Syndicates 
are represented.  
 
Supplier Development Programme 
The City of Edinburgh Council is an active member of this partnership of Local 
Authorities, Scottish Government and other public bodies working together to 
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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 2017/18, the SDP programme ran 11 workshop events in Edinburgh, 80 
webinars supporting a total of 247 Scottish SMEs. 
 
Regional Trade Partnerships 
A recent outcome from the Scottish Government Enterprise review was the 
development of Regional trade partnerships. Edinburgh have started to develop this 
partnership with Business Gateway Edinburgh, The Edinburgh Chamber of 
Commerce and Scottish Development International Working in partnership to deliver 
a programme of support for Business to realise their international ambitions. The 
programme will join up the activity of the 3 partners and make it easier for 
businesses to access a comprehensive programme of international events, 
workshops, seminars and support. 
  
Business Loans Scotland 
The City of Edinburgh 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 Edinburgh & Lothian (with Edinburgh as 
lead partner) has provided 90 workshops on a range of digital subjects, and enabled 
105 businesses to access a total of 315 days of specialist advice. 
 
Women’s Leadership Programme 
48% of our start-up businesses are female owned, however only 23% will access our 

growth services. The Women‟s Leadership programme is delivered in partnership 

with Women‟s Enterprise Scotland, the „Lead with WES‟ programme is designed for 

women business owners wishing to lead their business through growth to become a 

sustainable, high performing organisation.  

 
Support for Social Enterprise 
Business Gateway Edinburgh has a dedicated Adviser supporting the Social 
Enterprise Sector. The support includes business support and advisory services 
tailored to those wishing to start and run a Social Enterprise in Edinburgh, working in 
partnership with Edinburgh Social Enterprise Network and First Port. In 2017/18, 
Business Gateway Social Enterprise adviser provided support to 104 social 
enterprises. 
 
Joined Up for Business  
Joined up for Business is an Edinburgh public sector partnership with Business 
Gateway, Capital City Partnership, Skills Development Scotland, Employability & 
Talent/ City of Edinburgh Council, Universities, Developing Young Workforce and 
Edinburgh College who work together to make it easier for Businesses to recruit and 
train staff. 
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Shenzhen-Edinburgh Exchange 
The two cities Shenzhen and Edinburgh signed a Memorandum of Understanding 
(MOU) in June 2013 which aims to provide reciprocal support for incubation spaces 
in each city.  
 
Edinburgh Business Gateway Partnership 
This partnership brings together private and public sector to offer free access to 
Legal/Accountancy/HR/Franchising and wider services including The Edinburgh 
Chamber of Commerce, ETAG, Edinburgh University E-Club, EICC, Colleges, 
Googles Garage, E-Spark, Barclays Eagle-lab, Women Enterprise Scotland, First 
Port, Edinburgh Social Enterprise Network and Business Incubators 
 
Citizen’s Advice Bureau – HR Support 
Business Gateway, Edinburgh work in Partnership with Citizens‟ Advice Bureau to 
deliver workshops and specialist HR advice to SMEs.  
 
Growth Hub 
Bringing together a series of partners including Interface, Scottish Enterprise and 
DSL, hotdesking in the Business Gateway office leading to a more joined up service 
for our growth businesses 
 
Innovation Support 
Collaborating with Scottish Enterprise to offer wider innovation surgeries to our 
businesses  
 
Growth Ambition 
Working  in partnership with Scottish Enterprise to identify and support business with 
growth ambition to access Growth Pipeline and Account Management Support 
 
Inclusive Growth 
Working with our council colleagues to deliver business support in our communities 
and working with communities in Edinburgh exploring enterprise opportunities 



APPENDIX 1
The City of Edinburgh Council  - Cost of Business Gateway Activity Over Past 10 Years

Budget Source

Activity
Core Business 

Gateway Funding*

European Regional 

Development 

Fund**

Digital Boost***

2017/18 1,626,000.00£    142,580.00£    196,289.00£    1,964,869.00£    

2016/17 1,626,000.00£    142,580.00£    205,330.00£    1,973,910.00£    

2015/16 1,626,000.00£    146,221.00£    -£    1,772,221.00£    

2014/15 1,626,000.00£    323,266.00£    -£    1,949,266.00£    

2013/14 1,626,000.00£    136,059.00£    -£    1,762,059.00£    

2012/13 813,000.00£    -£    813,000.00£   

2011/12 -£    -£    

2010/11 -£    

2009/10 -£    -£    -£    

2008/09 -£    -£    -£    

* Bgateway

Contract

transferred to CEC

on 1/10/2012,

figures include the

total amount

received by

Edinburgh Council

for delivery of the

Edinburgh &

Lothian Partnership

 **Amount of Grant 

funding received 

from ERDF 

programme  at 40% 

of project costs 

 *** Digital Boost 

programme started 

in 2016/17. The 

2016/17 budget for 

Digital Boost was 

held with Scottish 

Enterprise 

Scottish Government

Total BG 

Resource
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Business Gateway Delivery Post-September 2012 
Options Appraisal and Best Value Review 

Economic Development Committee 
20 December 2011 

1 Purpose of report  

1.1 The current Business Gateway services contract ends on 30 September 2012.  
This paper sets out the main options for delivery of the new contract.   

2 Summary 

2.1 The report explores the options available to the Council in delivering future 
Business Gateway services contracts.  Based on the Best Value criteria 
summarised below and in terms of efficiency, strategic fit and improved 
customer service, the options are reviewed to establish which would provide the 
greatest benefit for end users and delivery the desired outcomes. The report 
recommends the in-house option.   

3 Main Report 

Business Gateway Contract 

3.1 In 2007, responsibility for managing the Business Gateway contract transferred 
from Scottish Enterprise to Local Authorities.  Across Scotland, 12 “Lead Local 
Authorities” now manage these contracts.  These are managed in regions that 
broadly match the former Local Enterprise Company boundaries.     

3.2 Within Edinburgh and the Lothians, the City of Edinburgh Council is the lead 
local authority.  It therefore falls to the Council to arrange for the continuation of 
service delivery within the Edinburgh and Lothians area, after September 2012.   

Current Delivery Arrangements 

3.3 The Lothian Consortium, led by West Lothian Council, holds the current 
contract for the delivery of Business Gateway.  The consortium also comprises 
East Lothian Council, Midlothian Enterprise Trust, Edinburgh Chamber of 
Commerce, DHP Ltd and the Roberts Partnership Ltd.   

1  

APPENDIX 2



3.4 Business Gateway services fall broadly into two categories: 1) ‘one to one’ 
 services providing face-to-face business advice; and 2) ‘one to many’ services 
 providing workshops and web-based e-learning tools.    
 
3.5 Edinburgh Chamber of Commerce provides ‘one to one’ business advisory 
 services in the city.  The main Business Gateway office in the city is located at 
 Haymarket Terrace, under a sub-lease with Scottish Enterprise.  The lease 
 has a break point at 30 September 2012, which coincides with the end of the 
 current contract.  The Business Gateway team in Edinburgh also operates 
 outreach services in Council premises at Castlebrae Business Centre and 
 Leith Business Hub  (McDonald Road Library).  
 
3.6 The Roberts Partnership Ltd provides ‘one to many’ business advice 
 workshops and training programmes locally.  This element of the contract is 
 valued at £200,000  per year.  The Department for Business, Innovation and 
 Skills (BIS) and Scottish Enterprise also provide ‘one to many’ web-based 
 tools and e-learning material.  These are not included within the scope of the 
 re-contracting process. 
 
 Strategic Overview 
 
3.7 The new arrangements for Business Gateway will be required to fit within a 

national and local policy and strategy framework.  This means that in future, the 
delivery arrangements will need to: 

 
• meet the aims and objectives of the Scottish Government’s Economic 

Strategy; 
• fit with local political and corporate priorities; 
• respond to the findings of the Business Gateway Evaluation and the new 

framework set out by the Business Gateway Scotland Board; 
• continue and enhance regional cross-border co-operation and dovetail with 

current European funded programmes; 
• respond to feedback received by the Council following the Economic Review 

to further integrate Business Gateway Services with other local authority 
business-facing services; and, 

• most importantly, provide a value for money service that meets the demands 
of customers.  

 
 Options  
 
3.8 West and East Lothian Councils wish to continue delivering Business Gateway 

in-house.  Midlothian Council is currently reviewing the potential options 
available to it in terms of future Business Gateway service delivery in its area.   
For the City of Edinburgh Council, officers have considered two main options: 

 
• Option 1:  Issue an invitation to tender; or, 
• Option 2:  Split the contract by bringing the ‘one to one’ service in-house 

(including transfer of existing staff under TUPE); and issue a tender for the 
‘one to many’ (workshop) element only.   

   2  



 
3.9 A third option of running all the services (including the ‘one to many’ element) in 

house was discounted because the Council lacks expertise in these areas. 
 
 Best Value Review 
 
3.10 A Best Value Review has been undertaken, in consultation with the Council’s 

Payment and Procurement Service.  The Scottish Government guidance states 
that a Best Value Review should test against the “Four Cs”: 

 
• Challenge: of current policies and approaches either to identify alternatives 

or justify their retention; 
• Compare: with other providers to identify best practice; 
• Consult: with stakeholders, to identify issues of concern and to influence 

future approaches; 
• Compete: demonstrating the competitiveness (economy, efficiency and 

effectiveness) of existing approaches and assessing future options for 
service management and delivery. 

 
3.11 Appendix 1 summarises the findings of the best value review against each of 

these criteria. 
 
4 Financial Implications 
 
4.1 Table 1 below compares current contract costs against the proposed model of 

in-house delivery. 
 
               Table 1 

Contracted Service In- house Delivery
Annual Budget £1,626,178 1,626,178£              1,626,178£             
Core Contract 1,409,569£               -£                        
Contract Management Staff 87,790£                    87,790£                  
Delivery Staff (Estimate) -£                          718,123£                
Workshop Contract Price -£                          200,000£                
Property Lease 14,500£                    -£                        
IT and overheads (£800 per FTE) 1,600£                      20,800£                  
Database & misc 11,800£                    11,800£                  
Staff  travel and expenses (£300 per FTE exl Admin) -£                          4,134£                    
Staff Training (£600 per FTE) -£                          13,000£                  
Management allowance (shared by 4 LAs) -£                         100,000£                
Subtotal 1,525,259£              1,155,647£             
Residual balance for discretionary local services 100,919£                  470,531£                
Total 1,626,178£               1,626,178£              

 
4.2 The in-house delivery option would enable a four-fold increase for discretionary 

services from £100,919 to £470,531, across the region.  In Edinburgh, the share 
would be £342,319.  This could provide additional support to help local SMEs 
achieve growth through national and international markets.  

 
4.3 Costs of relocation, including local awareness raising and advertising, would be 

met from savings in 2012/13.  These are estimated at £15,000. 
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4.4 Legal fees associated with TUPE are estimated at £5,000 and would need to be 

met from savings in 2012/13.  Any future restructuring of the Economic 
Development Service might lead to the alignment of terms and conditions for 
transferred staff with those of the Council.  In these circumstances, employer 
pension contributions are likely to increase by between 2% and 5%.  This would 
place an estimated additional staffing cost per year of £8000 at 2%, and 
£20,000 at 5%.  Any such additional costs would need to be met from the 
overall project budget. 

 
4.5 There are no anticipated job losses because of these proposals.   
 
5 Equalities Impact 
 
5.1 This paper outlines activity, which is intended to support new economic growth.  

The Economic Development Service works with partners to reduce the barriers 
to inequality and, considering the Service remit, particularly economic inequality 
as part of a wider multi-stranded Council approach to this issue.  Consequently, 
there is a positive relationship with two of the three Equality Act general public 
sector equality duties to (i) advance equality of opportunity and (ii) foster good 
relations. 

 
5.2 The actions and outputs described in the report are of medium relevance to 

equalities legal duties (2/3), no relevance to concern or complaint amongst 
equalities groups (0/3), and no relevance to significant negative impact on the 
quality of life of equalities groups (0/3). The total equalities relevance score is 
two and consequently no full equalities impact assessment was undertaken in 
respect of this report. 

 
6 Environmental Impact 
 
6.1 There are no direct adverse environmental impacts arising from this report. 
 
7 Conclusions  
 
7.1 From the options available, the in-house delivery model appears to offer best 

strategic fit and is consistent with the preferred service model elsewhere in the 
Lothians.  

 
7.2 Based on the Best Value Review, option 2 will result in reduced overhead costs, 

increased efficiency, and improved customer service. 
 
8 Recommendations 
 
8.1 It is recommended that committee: 
 

a) Approve the selection of option 2, to bring the one-to-one services of 
Business Gateway in house.  
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             Dave Anderson 
  Director of City Development 
 
 
  
Appendices 
 

 

  
Contact/tel/Email      Jim Galloway / 529 3211 / j.galloway@edinburgh.gov.uk 
  
Wards affected      All 
  
Single Outcome 
Agreement 

     1, 2, 3, 7,12 and 15 

  



     Appendix 1 
Findings of the best value review 

 
 Option 1 Third Party Contractor Option 2 In-house Model 
Challenge Any new arrangements will need to 

align closely with wider Council 
services. The tendering brief and 
contracting arrangements therefore 
could be overly complex. 
 
Contract arrangements require 
payment trigger-points that can drive 
behaviour toward income maximisation 
rather than offer a customer-centred 
service. 

In-house delivery allows full integration 
with relevant Council services and 
helps the organisation meet its aim to 
be a more business-friendly 
organisation. 
 
Payment triggers are not required, 
allowing a more flexible approach to 
delivery. Targeting of activity will better 
suit economic conditions and allow 
focus on objectives for business growth 
and internationalisation. 

Compare Review of business support services 
(2009) highlights flaws in contracted 
services that are expensive and 
complicated.  
 
Contracted service in city would 
contrast with the in-house mode being 
accepted in other parts of the region, 
adversely affecting regional 
collaboration. 

The in-house model currently in place 
in West Lothian is widely accepted as a 
model of good practice. 
  
By comparison, it offers the closest 
match to Scottish Government and 
Council aspirations for alignment of 
services and good practice in customer 
service. 

Consult Business Gateway Scotland Board has 
carried out extensive consultation, 
finding support for both contracted and 
in-house service.   
 
Guidance states the decision on 
delivery sits with Local Authorities that 
are best placed to determine local 
needs. 

National policy documents from both 
FSB and Scottish Chambers of 
Commerce call for closer integration of 
Business Gateway with Council 
services. 
 
Local FSB and Chamber are both 
supportive of in-house delivery.  

Compete Current contract costs include property, 
overhead, staff, management and 
administration fees totalling £653,000 
(across the region). 

Regional in-house model eliminates 
property costs and streamlines staff, 
management and administration to free 
up £470,000 for front line business 
services. 
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