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ECONOMY, JOBS AND FAIR WORK COMMITTEE  

  

BUSINESS SUPPORT INQUIRY  

  

SUBMISSION FROM Falkirk Council  

  

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. In Forth Valley the 

Lead Local Authority is Falkirk Council who manages the delivery in Falkirk, Stirling and 

Clackmannanshire areas.  

  

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).  

    

 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, as take up of   

  

digital has increased, the way clients access services has evolved. This has led to an 

increased use of the Business Gateway website, which has evolved accordingly to meet 

customer needs, and the extensive use of social media and other digital platforms to promote 

and market Business Gateway services and partner activity.  

  

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

http://www.bgateway.com/
http://www.bgateway.com/
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of customer satisfaction achieved in the independently assessed Quality Assurance that is 

undertaken.  

  

Levels of annual spending on Business Gateway over the last 10 years  

  

Falkirk Council is Lead Local Authority in the Forth Valley area and has successfully managed 

the Business Gateway service for Stirling Council, Clackmannanshire Council and Falkirk 

Council spend and performance since 2008. The level of funding received each year has 

remained the same since 2008 with no increase.  

  

Falkirk Council receives £962,000 annually and allocates £382,000 to deliver the BG service 

in Falkirk with £80,000 management fee, Stirling Council receives £300,000 to delivery BG 

service and Clackmannanshire Council receives £200,000 to deliver the service. Funds 

awarded to each Local Authority are fully spent on BG activity.  

  

Additionally, since 2007 Falkirk Council as Lead Local Authority received £817,189 ERDF 

funds to deliver additional business support to complement Business Gateway support 

throughout Forth Valley.  

  

In 2016 Falkirk Council continued to receive ERDF funding to increase the assistance 

available to accelerate the growth of SME’s in Forth Valley by providing specialist support. 

Business Gateway was used to lever ERDF funds. Total ERDF fund received funds from April 

2016 – December 2018 is £1,102,500. A further application totaling £1,505,000 has been 

submitted and being considered by Scottish Government to provide additional specialist 

support to the end of 2022.   

  

Details of mechanisms in place to determine quality assurance  

  

Business Gateway National unit undertake a Quality Assurance customer survey programme 

on behalf of Providers. This provides feedback on the quality of service provided to clients. 

This includes gathering information on overall satisfaction with the service received, whether 

the service delivered met expectations, benefits the business will gain from the service 

received, whether the customer would recommend Business Gateway to someone else. The 

Quality Assurance customer survey programme is undertaken by an independent market and 

social research agency which is contracted and managed by the Business Gateway National 

Unit (current contract is held by Progressive Partnership).  

Quality Assurance of the Business Gateway service is undertaken independently by 

Progressive Partnership who has 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, two 

weeks after the customer’s initial contact with BG (a sample is taken directly from the CRM 

system).  
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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, Progressive identify and 

forward ‘Hot Alerts’, essentially client complaints, direct to local areas to respond and take 

action against and again 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%.  

  

• An email survey is sent to all clients who have recently submitted an enquiry which has 

been recorded in CRM.  

• Surveys are sent out on a weekly basis (two weeks after a customers initial enquiry).  

 Information gathered in the survey is used to examine user‟s perception of the 

service quality, degree of satisfaction and benefit received with the service provided, 

and can provide an opportunity for re-engagement if the client requests additional 

follow up.  

• Clients who respond to the survey indicating that they are dissatisfied with any aspect 

of the service they have received and who indicate that they wish to be contacted are 

flagged up as a Hot Alert to the local office. This ensures the matter is investigated 

appropriately and the client receives a reply.  

• The Agency is responsible for compiling monthly, quarterly and annual reports for the 

survey findings and publishing these to the Business Gateway national Unit and 

Regional Contract Managers.  

• The QA reports also provide LLA‟s with open ended comments from clients. These 

provide information on how clients perceive the service. The comments from the survey 

are anonymous. Clients who indicate that they are dissatisfied with the service but do 

not wish to be contacted cannot be responded to.  

  

Additionally Falkirk Council reports Business Gateway and all other business support activity 

to committee members. All Key Performance Indicators are included within the Service 

Plans and monitored regularly.   

  

Falkirk Council actively engage with the local business community and deliver a number of 

business events to hear the views of businesses.  

  

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 
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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%  

  

The following examples of Falkirk Customer feedback received provides an insight into the 

value of the service:-  

  

“The support I was given through Business Gateway was outstanding.”  

Nikki Monaghan, Artist  

  

“Business Gateway has helped us review, adapt and improve our operations.”  

Diane Mathison, ZooLab  

  

“I amazed by how much I learnt on Business Gateway‟s workshops.”  

Isla Sutherland, Barking Mad  
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“I attended nearly all Business Gateway‟s workshop; they were a huge help.” 

Sheetal Shah, Tiptoes Nursery  

  

Details about delivery of business support services, particularly:-  

  

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

services:-  

  

• Business Gateway in Forth Valley is a blend of in house and outsourcing. On decision 
of the local authorities involved, Business Gateway Stirling and Business Gateway 
Clackmannanshire is outsourced and delivered by a consortium comprising STEP and 
CETERIS. The contract was awarded in October 2017 for an initial period of 30 months 
and may be extended for a further 30 months and will need to be procured after 
September 2022, the contract also includes ERDF activity. Falkirk Council chose to 
take Business Gateway in-house following a best value service review carried out in 
2012 and the service is delivered by Falkirk Council staff.   

  

  

Any changes to the delivery mechanism over the last 10 years and rationale for this 

change:  

  

Since the management and delivery of Business Gateway transferring from SE in 2007 the 

Business Gateway service has enlarged and evolved:  

  

• Introduction of Enquiry Fulfilment Research Service (Information service) in 2008  

• Development of website  

• Development of on line tutorials, live chat, guides, webinars (on line support)  

• Introduction of Digital Boost  

• Introduction of ERDF funding  

• Introduction of Planning to start (On line start up service)  

• Increasing number of Local Authorities taking service In-House  

• New CRM system  

• Introduction of Growth Advisory service to offer support to businesses projecting a 

turnover of £200,00 in 3 years  

• Changes focus on support offered to businesses who were showing growth potential 

from start up   

  

Details of any other services offered to businesses, especially SME’s and start ups 

by your local authority  

  

Local Authorities have varying levels of involvement in the enterprise journey from 

grassroots in education at primary and secondary level as part of the development of young 

workforce, opportunities for senior phase employability as part of Foundation 

Apprenticeships including engagement in upskilling of the workforce. Entrepreneurial 
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support is an integral part of local authority services to increase business birth rate, working 

alongside further and higher education to stimulate employability and entrepreneurial in key 

sector approaches. Furthermore, supporting existing micro and small business capacity 

build through access to finance, digital connectivity and access to flexible business premises 

including employment land availability. There are a number of support Departments and 

programmes that Falkirk businesses engage with such as Property, Employability, Retail, 

Tourism, Rural support (Leader), Supplier Development Programme and PACE.  

  


