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ECONOMY, JOBS AND FAIR WORK COMMITTEE  
 
BUSINESS SUPPORT INQUIRY  
 
SUBMISSION FROM Dundee City Council 
 
Business Gateway Delivery in Tayside 

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 contracts/service delivery on behalf of the local authorities in their 

respective BG Region. In Tayside the Lead Local Authority is Dundee City Council 

(DCC) who manage the delivery on behalf of the three LA‟s in Tayside, Angus, 

Dundee and Perth & Kinross Councils. A Steering group consisting of representatives 

of the three LA‟s meet on a quarterly basis to monitor and manage BG performance. 

There is also an annual partners meeting where the three elected members from 

each area responsible for Economic Development meet to get an update on 

performance and discuss BG delivery across Tayside. 

Based in COSLA, the Business Gateway National Unit (BGNU) supports the Lead 

Local Authorities (LLA) who manage 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 BG including a customer 

relationship management system (CRM), 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. 

An evolving service 

Prior to 2009 the BG 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, as take up of digital has increased, the way clients access 

services has evolved. This has led to an increased use of the BG website, which has 

evolved accordingly to meet customer needs, and the extensive use of social media 

and other digital platforms to promote and market BG services and partner activity. 

The BGNU works closely with the LLA‟s to agree a National Service Specification 

and a set of Programme Rules that ensures the service is delivered to a high 

standard across Scotland and this is reflected in the consistent high levels of 

customer satisfaction achieved in the independently assessed Quality Assurance that 

is undertaken. 

http://www.bgateway.com/
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Annual Spend 

The annual spend for Business Gateway in Tayside over the last ten years is as 

follows: 

 2008/09 £1,053,402 

 2009/10 £1,081,910 

 2010/11 £1,327,763 

 2011/12 £1,285,669 

 2012/13 £1,234,940 

 2013/14 £1,167,334 

 2014/15 £1,253,306 

 2015/16 £1,222,936 

 2016/17 £1,111,839 

 2017/18 £1,201,851 

Quality Assurance 

Quality Assurance of the BG service is undertaken independently by Progressive 

Partnership who have been conducting BG‟s ongoing customer satisfaction tracking 

survey since mid-November 2014. Respondents to this survey have all made contact 

with 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 BGNU and the LLA‟s monitor these 

dashboards and take action where necessary. In addition, Progressive identify and 

forward „Hot Alerts‟, essentially client complaints, direct to local areas to respond and 

take action against and again the BGNU and LLA‟s 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%. 

Customer Feedback 

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%. 

The key findings for this period are as follows: 
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 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% 

 

The following examples of Customer feedback received from clients across Tayside 

provides insights into the value of the service: 

 
“Starting and growing the business has been challenging but I have had superb 
support from Business Gateway. Not only did my adviser help me secure some 
much-needed funding but her advice on business planning and marketing allowed 
me to confidently chart the way forward. Whenever I have an issue I know I can pick 
up the phone to Business Gateway for some sound advice.” 
 
Rory Inglis - Variofab 
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“Setting up the business involved a host of other tasks in addition to pizza making. 
Business Gateway was really helpful, my adviser guided me through the start-up 
process and helped to sort out my marketing strategy. It took nine months for the unit 
to be fitted out properly so in that time I took advantage of the free workshops 
Business Gateway offer.” 
 
Sandy Wilkie - Nonna‟s Gourmet Pizza 
 
“Through the Business Gateway Growth programme, I was given invaluable HR 
advice on what is required to become an employer. I have also signed up to the 
Digital Boost programme and will be looking at making improvements to our website 
and digital marketing.” 
 
Wendy Maltman - The Malting House Design Studio 
 
 “Setting up a charity is similar to running a business, so I went along to Business 
Gateway to learn skills that are transferable. I learned how to put together an 
operational plan and also gained knowledge on financials, taking on staff and HRMC. 
This support has been really important as it allowed me to set up Feeling Strong in 
the correct manner with a plan to follow in future.” 
 
Brook Marshall - Feeling Strong 
 
“Business Gateway have been really helpful. We approached them at the start and 
we were introduced to Donna Williamson. Donna has helped steer us in the direction 
of possible funding and supported us with HR matters. We thought we knew 
everything but with Donna‟s guidance we were able to fill in the gaps in our 
knowledge.” 
 
Dave Page, Grant McConnachie and Martin Hay - PME Ltd 
 
“Business Gateway has been with us right from the start beginning with our adviser 
Mike‟s guidance which gave us the confidence to push on with our vision. In the early 
days we attended the business start-up courses that Business Gateway host which 
allowed us to create a business plan. Since then, Mike has pointed us in the direction 
of possible funding avenues and through the Dundee Development grant we received 
some money, which was small but really helped in that first year.” 
 
Alan Ramsay and Chris McKellican - A&C Precision 
 
“Without the support of Business Gateway we wouldn‟t have been able to make the 
leap to having our own staff and office. Our adviser has helped us in a number of 
areas, most recently with HR support when we were looking to recruit. With Business 
Gateway‟s help we were able to turn Molke into an effective business which we 
believe will only grow further.” 
 
Kirsty Lunn - Molke 
 
“We had great support from Business Gateway who helped us in areas where my 
skills were weaker. My adviser, Andrew Webster had the expertise and contacts to 
help us with our business plan, marketing and networking. He also helped us secure 
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a funding award from Cairngorms LEADER programme which will help us with the 
next stage of our development.” 
 
Anne MacDonald - Old Manse of Blair 
 
Delivery Mechanisms 
 
In Tayside the BG service is delivered on a contracted out basis and was the subject 

of an OJEU procurement process in 2007, when the contract was with SE. This 

contract was assigned to DCC in April 2008 when responsibility for delivery of BG 

passed to LA‟s. The contract was subsequently re-tendered in 2012 and again in 

2016. Elevator, formerly Enterprise North East Trust have been successful in 

retaining the contract throughout this period. Elevator perform well and consistently 

meet and exceed targets. The BG national service specification plus the majority of 

the ERDF funded element detailed below is delivered by Elevator in Tayside. 

Enterprising Tayside Project 

In addition to the mainstream Business Gateway contract, Dundee City Council 
secured European Regional Development funding (ERDF) to enhance and 
supplement the growth services available to the Business Community across 
Tayside. 

These services include: 

Specialist Adviser Support 

The service is provided by three additional Growth Advisers who provide general 
advice and specialist advice to those businesses seeking to take forward their growth 
plans. It is the responsibility of these Growth Advisers to prospect for potential growth 
businesses, work with them to develop their growth plans and refer them for 
appropriate specialist support, either from within the BG offering of services or other 
partner organisations. 

In addition the service provides 1.4 FTE specialist HR Advisers to assist and advise 
businesses with ambition to grow and develop their workforce to assist them to 
progress the growth of the business. A part time International Trade Adviser has also 
been engaged to encourage local businesses to explore the possibilities of exporting. 

Expert Help 

This service provides specialist advisory support to growth businesses who do not 
meet the criteria for Growth Pipeline i.e. those businesses who are not projecting an 
increase in turnover of more than £400k within the next three years. 

The service is provided by a framework of specialist consultants. The services 
provided under the framework include for example: 

 Marketing 

 Information Technology 

 Strategic Financial Planning 

 Business Planning 

 Intellectual Property  
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 Sectoral advice 

 Procurement/securing contracts 

 Efficiency and quality management systems 
 

Specialist Growth Workshops 

This service consists of half to one day workshops on topics supporting business 
growth, including: 

 Marketing/selling skills 

 Pitching to investors/customers etc. 

 Business efficiency 

 Financing growth 

 Strategies for growth 

 Developing and managing staff 

 Securing contracts and procurement 

 Growth and leadership for women in business 
 
Accelerated High Value Enterprise Programme  
 
This service is an intensive hands on twelve week support programme for would be 
entrepreneurs with the ambition to develop and start a High Value business in 
Tayside (£250k t/o in 5 years) and plans to export and/or innovate. Support includes: 

 Individual mentoring 

 Expert support ( Finance/legal, marketing, I.P. exporting, business planning etc) 

 Leadership & Management training 

 Access to Finance support 

 Business planning/pitching 

 Networking 

Tayside Business Development Grant 

This service provides grant support of 50% to a maximum of £5000 to growing 
businesses seeking the support of professional consultants to grow their business. 
E.g. for production of professional investor ready business plans, strategic marketing 
plans etc.  

Examples of Other Services offered to Businesses from Dundee City Council 

Business Start Ups 

E-zone is a business start-up advice and support service set-up in 1998 by DCC to 
promote self-employment in Dundee. It is aimed at clients who may require a greater 
degree of practical input necessary to achieve a successful outcome. In particular E-
zone focuses on potential entrepreneurs who may lack necessary skills, direction or 
resources to readily engage in setting up enterprises.  Working with partner 
organisation‟s E-zone aims to remove barriers to enterprise by offering better access 
to business support services including improved access to business planning, 
business advice, support and finance. 
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E-zone offers a discretionary grant award subject to terms and conditions. Amongst 
qualifying criteria for E-zone support are that the prospective candidate must be 
residing within Dundee City postcode boundaries and the proposed business to be 
based or registered in Dundee. 

First Employee Grant 

Small Business Finance (Dundee) Ltd, which is a partnership between DCC and the 
Mathew Trust offers start up businesses a small discretionary grant to support them 
to take on their first employee. 

Employability Services 

DCC funded employability services support employers to meet their business needs 
through ensuring that employability programmes are responsive to employer needs 
and that participants in these programmes develop the appropriate skills. 
Examples of this include the Academy approach delivered through the Council's 
procured employability service. Sectors targetted include hospitality, retail, care and 
construction.  
 
Other employability services delivered by DCC include:  
 
SERI (Scottish Employer recruitment Incentive), a financial contribution to 
micros/SMEs for job creation, where the business employs an eligible young person 
to fill a new post.  
  
EmployabiliTAY - 3 week employability courses tailored to specific employers- DCC 
fund accredited training to meet employer needs. For example courses have been 
delivered for Sleeperz Hotel who recently opened a 120 bedroom hotel at Dundee 
Railway Station and a newly opened restaurant in Dundee, Brassica. Training 
included Welcome Host, Conflict Management and other accredited training. 
  
Shared Modern Apprenticeship (MA) Programme - for small employers to "share" a 
MA, where there is not enough diverse work experience for the MA full time, which 
would cover the outcome requirements for the qualification.  
  
In addition Council officers with an employability remit establish relationships with 
micro businesses and SMEs and will provide a matching service between employer‟s 
vacancy/vacancies and individuals that have the appropriate skills and career 
ambitions.  
 
Business Development 

Dundee Development Grant 

The grant is promoted through the BG and delivered by DCC and has been designed 
to encourage those who want to start their own business to take the next step and 
formalise their business ideas. 
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Overseas Market Development Grant 

DCC‟s City Development Department operates a scheme of financial assistance in 
the form of a grant aimed at assisting and encouraging Dundee companies to access 
new overseas markets. 

Sectoral Support 

DCC‟s City Development Department also supports business sectors with a number 
of projects and initiatives, e.g. 

Energy Dundee 
 
Energy Dundee is a strategic partnership between the public, private and academic 
sectors, to unlock opportunities in the Offshore Wind, Oil& Gas, Decommissioning 
and Low Carbon Sectors for Dundee and the wider region.  
 
Aims: 

 Attract manufacturers and supply chain businesses to Dundee & Scotland 
 Raise awareness of the Operations & Maintenance opportunity in Dundee and 

region 
 Identifying potential suppliers 
 Support companies - individually and collectively 
 Support innovation 
 Promote and raising awareness of activity in the energy sectors from a local, 

national and international perspective 
 In partnership with other local authorities and specifically The Tay Cities, build on 

local strengths, be in a stronger position to capitalise on significant economic 
opportunities offered by the rapidly growing low carbon and renewable energy 
sectors 

www.energydundee.com @EnergyDundee 
 
Digital Dundee 
 
Digital Dundee has dedicated support for the creative industries and digital sector, 
working closely with Tayscreen the office combines public sector backing with an 
industry approach to position the city as a modern, forward looking city, capitalising 
on the increasing number of knowledge economy workers.  
 
Digital Dundee was formed to work with some of the city‟s small and medium sized 
enterprises to identify further ways they can harness e-technology to improve their 
business processes and increase their competitive advantage. The project has a 
number of distinct strands. It not only works with SME‟s but will also act as an 
Observatory for them in terms of identifying new business processes and keeping 
them aware of the benefits. This includes initiatives such as Digital infrastructure, 
Smart Cities, e-commerce, WIFI projects and marketing using internet based sales, 
and working on various externally funded programs. 
 

http://www.energydundee.com/
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The strategic vision for the initiative is to create a „dynamic, innovative and 
competitive regional economy where people and businesses are well equipped to 
face the challenges of new and emerging European and international markets, thus 
enhancing the region‟s longer term economic development capability 
 
BioDundee 
 
BioDundee is a partnership between the public, private, academic and third sector 
organisations. Its purpose is to build the strength of the Life Sciences and Healthcare 
sectors in Dundee and the wider Tayside region internally through partnership 
working, networking, knowledge and skills development, and externally promote and 
position Dundee to relevant audiences as a centre of world class life science and 
healthcare activity. 
 
Tayscreen 
 
FifeScreen+TayScreen is the screen office serving the Councils of Angus, Dundee, 
Fife and Perth & Kinross. The office works with the UK and international production 
sectors supporting all kinds of media production through facilitation of locations, 
services and crew. In close collaboration with Digital Dundee the office combines 
public sector backing with an industry approach to help accelerate growth in the 
region through supporting business development for creative digital industries. This 
includes providing sector focused advice and guidance on business plans, marketing 
and funding. Both offices also provide project development and management 
services such as those for Create Converge, a €3m project supported by the 
European Union North Sea Region that is fostering the use of creative digital services 
for purposes beyond entertainment such as training, service delivery and marketing. 
Given extensive interaction with the media production sector, the office is also in a 
unique position to generate business opportunities for and provide guidance to 
regional sectors such as tourism due to the relevance of these services for 
production requirements both on and off screen. 
 
Tourism 
 
DCC support this sector via Dundee Tourism Action Group which works towards 
delivering the city's tourism strategy. The group meets four times a year.  We also 
have a number of mechanisms to engage and encourage collaboration via closed 
Facebook pages for Tourism and Food & Drink and we are finalising a B2B website 
to act as a one stop resource to signpost to services from Visit Scotland, Business 
Gateway and Scottish Tourism Alliance etc. 
 
Social Enterprise 
 
DCC has a dedicated officer to support the social enterprise sector. This entails 
coordinating the local social enterprise development Board which has representatives 
from public & private sector, social enterprises and educational institutes to lead and 
support in the development of the local strategy and action plan for the sector. The 
sector officer organises the biannual conference for the sector, which in 2018 is 
taking a regional approach taking in Perth & Kinross, Angus, Dundee & Fife.  
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City Centre Management 

DCC‟s City Centre Management team work closely with local traders and other 
organisations to: 

 improve shopping facilities 
 promote development of city centre retailing 
 attract businesses and visitors 
 promote a safe, crime free shopping and leisure environment 

DD One 

The City Centre Manager is the executive member of DD One, a public private sector 
partnership which works to develop the economic potential of Dundee City Centre. 

City Centre Markets 

The City Centre Management Team also organises a series of regular and seasonal 
markets including the popular Farmers Markets, International and Themed Markets. 
 
Supplier Development Programme 
 
DCC subscribes to the national Supplier Development Programme which offers free 
expert training, support and information to support businesses to tender and compete 
for public sector contracts. In addition we run an annual Tayside Meet the Buyer 
event, where businesses can meet the public sector buyers from across the region. 
 
Loans 
 
DCC offers loan funding through Business Loans Scotland https://www.bls.scot/ and 
Small Business Finance (Dundee) Ltd. 
 

https://www.bls.scot/
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