
EJFW/S5/18BS/18 

1 

ECONOMY, JOBS AND FAIR WORK COMMITTEE 

BUSINESS SUPPORT INQUIRY 

SUBMISSION FROM Argyll and Bute Council 

National and Local Context 

Business Gateway 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 are responsible for the delivery of the Business Gateway 
service in local areas - eighteen Lead Local Authorities co-ordinate local 
contacts/service delivery on behalf of the local authorities in their respective 
Business Gateway region. In Argyll the Lead Local Authority is Argyll and Bute 
Council. 

Based in the Council of Scottish Local Authorities (COSLA), the Business Gateway 
National Unit (BGNU) supports the Lead Local Authorities who manage the service, 
and Provider teams who deliver the service. The National Unit is responsible for a 
wide range of activities 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, Business Gateway works in partnership with 
Highlands and Islands Enterprise (HIE). As Argyll and Bute Council covers both HIE 
areas and SE areas (Helensburgh and Lomond), officers work closely with both 
partners to refer clients for additional support and, where appropriate, into growth 
pipelines.  

Argyll and Bute has an entrepreneurial population and this is reflected in the high 
percentage of the population being self-employed (12.3%) compared to the rest of 
Scotland (8.2%). 

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 
 

The Business Gateway Service was launched in Argyll and Bute in May 2009. The 
annual Business Gateway budget and spend for all Argyll and Bute activity including 
advisory support, workshops and events across both business start-up and growth is 
as outlined in the Table 1 below. 
 

Table 1: Business Gateway Argyll and Bute: 

Year Budget (Ledger) Spend  

2009/10 £274,314 £274,234 

2010/11 £292,984 £282,401 

2011/12 £292,338 £314,569 

2012/13 £292,648 £279,447 

2013/14 £294,500 £298,586 

2014/15 £299,796 £288,846 

2015/16 £306,910 £323,016 

2016/17 £315,597 £302,416 

2017/18 £319,467 £316,792 

 
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. Survey invitations are 
sent on a weekly basis, starting two weeks after the customer’s initial contact with 
Business Gateway (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 Partnership identifies and 
forwards ‘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%. 
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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;  

 
At the Argyll and Bute level the latest information obtained by the Progressive 
Partnership covers data for the financial year 2017-18 for customers who made 
contact with Business Gateway from April 2017 to March 2018. Table 2 below 
provides the national, Scottish level, resulted for the same period. Argyll and Bute 
Council is ranked well against the other 32 local authority areas.  
 

Table 2: Customer Feedback for Argyll and Bute compared with the National 
(Scottish) Figures 

 

Measure Argyll and Bute National 

Overall satisfaction 
92% Ranked 4th of 32 LA 

areas 
84% 

Support provided by 
Business Gateway will be 
beneficial in helping my 
business 

93% Ranked 7th of 32 LA 
areas 

87% 

Business Gateway met my 
expectations 

94% Ranked 1st of 32 LA 
areas 

82% 

Would recommend 
Business Gateway 

92% Ranked 6th of 32 LA 
areas 

86% 

Got what I wanted from 
local office (face to face 
contact) 

94% Ranked 5th of 32 LA 
areas 

87% 

Got what I wanted from 
local office (phone contact) 

95% Ranked 3rd of 32 LA 
areas 

74% 

Got what I wanted from 
local office (email contact) 

87% Ranked 3rd of 32 LA 
areas 

72% 

Got what I wanted from 
local business adviser 

94% Ranked 2nd of 32 LA 
areas 

86% 

Overall satisfaction with 
local business adviser 

98% Ranked 5th of 32 LA 
areas 

94% 

Got what I wanted from the 
national enquiry service 

Data not available by 
Local Authority area 

73% 

Overall satisfaction with 
the national enquiry 
service 

81% 

Got what I wanted from the 
website 

70% 

Overall satisfaction with 
the website 

85% 

 
Client Testimonials  
 
Testimonials from clients who have benefited from Business Gateway support in 
Argyll and Bute are below: 
 



EJFW-S5-18BS-18 

4 

Lussa Gin, Jura: “We’ve had guidance from Business Gateway from the planning 
stages of the business to helping us source funding for the renovation of the stables. 
We have also discussed exporting and will access further specialist advice when it is 
time to pursue this properly.” 
 
Helensburgh Cycles: “Business Gateway provided fantastic advice. Our adviser 
was enthusiastic, helpful and steered us in the right direction. Through the Business 
Gateway Local Growth Accelerator programme we received specialist advice from a 
marketing consultant and I also attended several DigitalBoost workshops, both of 
which gave us lots of ideas that we’re now working on.” 
Architeco, Dunoon: “Business Gateway were essential in helping us access 
funding to invest in software for detailed energy modelling that can accurately predict 
a building’s performance. Our adviser has been incredibly helpful and we are now 
exploring other opportunities such as staff training which will bring new skills to our 
architect’s practice”. 
 
Finn Falconry, Oban: “Business Gateway has been a real source of advice, in 
particular when it came to issues such as insurance and invoices.  Whilst I knew all 
about falconry I didn’t know the ins and outs of setting up and running a business so 
my adviser was and continues to be a fantastic help” 
 

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 Argyll and Bute, Business Gateway Services are delivered by an in-house 
council team, within the Economic Growth section of the Economic 
Development and Strategic Transportation Service. This provides greater 
control, flexibility, alignment with economic development activities, and helps 
deliver best value. Our understanding of the market is that in-house delivery 
remains the best model for Argyll and Bute. 
 

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

 
When the Scottish Government moved responsibility for the provision of 
Business Gateway services to local authorities, the provider contracts in place 
transferred from Scottish Enterprise to lowland local authorities. At this time 
Helensburgh and Lomond remained supported by the Dunbartonshire 
Business Gateway contractor, whilst a new in-house team was formed to 
deliver for the rest of Argyll and Bute. 
 
When the historic lowland Scotland Business Gateway contracts ceased in 
2012, responsibility for the provision of Business Gateway support for 
Helensburgh and Lomond transferred to the Argyll and Bute Council’s in-
house team, with one Business Gateway delivery area formed across Argyll 
and Bute. The service is largely delivered in-house, supported by a 
Framework Agreement covering contractors for specialist advice and 
specialist workshops.  
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The Business Gateway service has been evolving to offer more support 
digitally. In recent years the Business Gateway national website has 
increased the content available to view (video guides), download (templates, 
guides) and introduced enhanced email support and live chat via the national 
fulfilment centre. There has also been a shift towards digital advertising rather 
than traditional media, both nationally and locally. 
 
This has significantly increased the volume of web traffic nationally and the 
volume of enquiries coming to the local office via the web. The rapid growth in 
the number of ‘self-service’ digital interventions has not reduced the demand 
for local adviser meetings. See Table 3 below. 

 

Table 3: Digital Support Trends, Business Gateway Argyll and Bute 

 2013-14 2014-15 2015-16 2016-17 2017-18 

Number of web page 
views (national) 

1,538,549 1,015,767 2,291,346 2,618,322 2,714,934 

Number of downloads 
for website (national) 

3,936 7,287 15,713 25,322 29,029 

Number of enquiries via 
web forms to the Argyll 
and Bute local office 

67 130 72 305 512 

Total enquiries to the 
Argyll and Bute local 
office (via web, call 
centre or direct)  

746 717 461 811 979 

Number of Business 
Gateway Adviser 
meetings in Argyll and 
Bute 

534 584 472 474 549 

 
Meeting an adviser is consistently one of the highest rated elements of the 
Business Gateway service in terms of customer satisfaction and it appears 
that digital support complements rather than replaces this contact. Business 
Gateway advisers increasingly use phone, Skype and email to support clients, 
particularly after a first meeting, in order to minimise travel. Where face-to-
face meetings do take place, these are typically at a ‘Meet the Adviser’ 
session in various locations, where an adviser will meet up to five clients that 
day.  
 
The Business Gateway National Unit continues to develop the services 
offered digitally, and central commissioning and delivery of web-based 
services is likely to be more cost-effective than doing this locally. It should be 
noted that webinars, whilst playing an important role, are unlikely to replace 
workshops completely. Typically Business Gateway workshops are half day 
duration, whereas best practice webinars should be under an hour. In 
addition, feedback from attendees is that they value not only the workshop 
content but the opportunity to meet face-to-face with subject experts and like-
minded businesses.   
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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, Argyll and 
Bute Council’s Economic Development and Strategic Transportation Service and 
Business Gateway provide a range of services designed to support business growth 
and stimulate entrepreneurial activity. These include: 
 
ERDF Funded Business Competitiveness Activity 
Argyll and Bute Council has benefited from ERDF funding which has allowed us to 
introduce enhanced business growth support through the Business Gateway Local 
Growth Accelerator Programme. This includes: 
 

 Specialist advice –eligible SMEs can receive up to 2 days of fully funded 
support from our framework of subject matter experts covering growth 
strategy development, eCommerce, marketing, HR, tendering and funding. 

 Grant funding – a business growth grant of up to £5,000 covering 50% of 
eligible costs supporting a growth project, an employer/graduate placement 
grant of up to £12,000 covering 50% of the cost of an additional full time 
permanent employee to support business growth, and a key sector grant of 
up to £1,500 covering 50% of eligible costs for trade fair, training or 
accreditation to support business growth. 

 Workshops and events – the programme was approved to include 
workshops and events, with ERDF support extending the scope and reach of 
both. However, the Managing Authority has recently stated that SMEs 
accessing only workshop or event support cannot be claimed as recipients of 
support, meaning a third of the original programme has had to be withdrawn.  

 
Digital Boost 
Through this Scottish Government programme designed to enhance the digital skills 
of Scotland’s SME base, Business Gateway Argyll and Bute provided 31 workshops 
on a range of digital subjects, and enabled 18 businesses to access specialist 
advice. 
 
WorldHost Customer Care Training 
Business Gateway has delivered 33 WorldHost workshops for Argyll and the Isles 
Tourism Co-operative (AITC), enabling 338 individuals to gain their customer service 
accreditation. This supports the WorldHost Destinations initiative for Argyll and Bute.   
 
Business Loans Scotland 
Argyll and Bute 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. 
 
Syrian Refugee Support  
Officers work hands-on to support individuals in the development of business plans 
and in finding start-up finance.  
 
 
 



EJFW-S5-18BS-18 

7 

Supplier Development Programme 
Argyll and Bute Council is a member of this partnership of Local Authorities, Scottish 
Government and other public bodies working together to support SMEs in all aspects 
of tendering. As demand for workshops in Argyll and Bute has been low, the focus is 
on promoting the online webinars.  
 
Argyll and the Islands LEADER Small Business Support Scheme 
As part of the Argyll and the Islands LEADER Programme support can be offered to 
small businesses. Start Up/Growth Grants of up to 50% are available for projects 
with a total expenditure greater than £10,000.  
 
Fair Start Scotland  
Argyll and Bute Council’s Employability Team delivers the Fair Start Scotland 
contract as a sub-contractor to PeoplePlus. Business Gateway Argyll and Bute will 
support any participant referrals to Fair Start Scotland who wish to start-up their own 
business.  
 
Scotland’s Employer Recruitment Incentive (SERI) 
Argyll and Bute Council’s Employability Team administers this support, on behalf of 
Skills Development Scotland, to unemployed young people aged 16-29 years to get 
them into a job or a Modern Apprenticeship. Employers can access up to £4,500 to 
contribute towards the additional costs of recruiting a young person during the first 
52 weeks of sustainable employment. The incentive is a co-investment in young 
people with a view to helping businesses throughout Argyll and Bute to grow. As a 
national minimum, it is expected that 25% of places allocated to local authorities will 
support young people who are care leavers, carers, ex-offenders or disabled. 
 
Rural Resettlement Fund (closed to applications on 24th May 2018) 
The Rural Resettlement Fund was supported by £500,000 of funding from Argyll and 
Bute Council. The majority of grants awarded (up to £5,000) were for personal 
relocation costs where an applicant had been offered a job in Argyll and Bute. Five 
self-employment grants of up to £5,000 were also awarded on the basis that the 
applicant had to be trading as self-employed for up to 12 months prior to moving to 
Argyll and Bute. No applicants were secured for the grant of up to £10,000 to move 
an existing business to Argyll and Bute, where a SME had to be trading at a profit for 
at least two years before relocating to Argyll and Bute. Overall a total of 188 
individuals moved to locations across Argyll and Bute, 54 of which were children.   
 
Inward Investment Fund 
A total of £1m of funding has been allocated by Argyll and Bute Council to support 
inward investment activity throughout Argyll and Bute.  
 
Rural Growth Deal  
Argyll and Bute Council is working with partners to develop a Rural Growth Deal 
focusing on the regions key economic strengths and the critical investment in 
infrastructure and skills development required for economic growth. This vision is for 
Argyll to be the natural place to live, learn, visit and do businesses. A strong Rural 
Growth Deal, comprising of key transformational projects, will undoubtedly 
strengthen and grow the private sector/business base across the whole region. 
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Campbeltown Conservation Area Regeneration Scheme (CARS), 1st April 2015 
– 31st March 2020 
Following a successful bid to CARS Round 6, the Council secured funding from 
Historic Environment Scotland (HES) in March 2015 with an award of £990,000. The 
project budget is £2,293,048 and includes funding from Historic Environment 
Scotland, Argyll and Bute Council, surplus CHORD monies, Private Sector Housing 
Grant and private owner’s contributions. There is a dedicated project officer in post 
to deliver the project and the majority of funding is now committed. To date building 
repair projects throughout Campbeltown have assisted local SMEs as follows: 
 

 Works at 10-20 Longrow South and 9-15 Longrow South have safeguarded 
five businesses and led to two vacant commercial units being reopened as a 
restaurant. A total of 23 jobs (part-time and full-time) have been saved and 
five new jobs have been created. 

 Works at 10-14 Main Street (McLean Place West) will lead to three 
commercial units being brought back into use. 

 Works at the amenity deck project at the rear of 1-21 Longrow South / Main 
Street/ Union Street will deliver nine commercial units supporting 19 full time 
and 14 part time jobs. The replacement deck will safeguard the future of these 
businesses and lead to the re-opening of a prominent bar/restaurant. 

 A small grant provided urgent roof repair work at the Argyll Arms Hotel on 
Main Street, safeguarding the Hotel’s letting capacity and business viability. 

 
Rothesay Townscape Heritage (TH) Phase 2/CARS, 1st October 2017 – 30th 
September 2022 
This partnership project is funded by Heritage Lottery Fund (£1,888,500), HES 
(£500,000), Argyll and Bute Council (£200,000), Highlands and Islands Enterprise 
(£70,249), LEADER (£65,800) and Paths for All (£21,500), with a total project fund of 
£2,746,049. This project will include a shopfront improvement programme as 
element of the entire project to with a the aim to safeguard historic 
Buildings in Rothesay’s town centre. 
 
Inveraray CARS, 1st April 2013 – 31st March 2018 
The total project value was £2,141,516. As well as a focus on five priority buildings, 
six small repair grant projects were completed covering a total of 12 properties. 
These projects covered both residential and commercial properties and helped to 
halt the decline of buildings safeguarding homes and businesses. 
 
Regeneration Capital Grant Funding (RCGF) 
Funding will support SMEs and potentially start-ups businesses through current 
projects such as the regeneration of the Ardrishaig Gleaner Phase 1 Site being 
advanced by Scottish Canals and the Tobermory Light Industrial Site. 
 
Support for Social Enterprise 
The Social Enterprise Team sits within Economic Development and Strategic 
Transportation Service. 
The teams aim is to ‘Harness the potential of the third sector and increase their 
capacity to deliver sustainable communities’. In Argyll and Bute there are more than 
244 Social Enterprises who contribute to the sustainability and the regeneration of 
communities across the area. Further to survey work during 2017, collectively Argyll 
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and Bute Social Enterprises have a turnover of over £40.7m, a spending power of 
£38.7m and total assets of £15.1m. Social Enterprise supports an estimated 1,795 
jobs and 1,411 active volunteers working within Argyll and Bute. 
 


