
EJFW/S5/18BS/24 

1 

ECONOMY, JOBS AND FAIR WORK COMMITTEE 

BUSINESS SUPPORT INQUIRY 

SUBMISSION FROM South Ayrshire 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. In Ayrshire the Lead Local Authority is North Ayrshire 
Council.  
 
South Ayrshire has a population of c. 112,700 people, over 4,500 businesses 
employing over 46,000 people and contributes £2.69 billion to the Scottish economy.  
 
South Ayrshire’s business base is made up of traditional and service sectors 
although there is a significant level of employment in public administration, education 
and health which accounts for 37% of all employment. The Human Health and Social 
Work was South Ayrshire’s largest employing sector in 2017, with 10,000 people 
employed; with Wholesale, Retail & Repairs sector next largest employing 8,000.  
 
Manufacturing remains a very important sector for South Ayrshire. It supports 8% of 
the region’s jobs and 18% of its economy (Scotland is 11%) with a particular strength 
in aerospace related activities accounting for 55% of all this sectors jobs in Scotland.  
 
The South Ayrshire business base is dominated by small-to-medium enterprises 
(SMEs), with 99.6% of South Ayrshire’s businesses employing fewer than 250 
employees. 66% of turnover from South Ayrshire’s enterprises is derived from its 
largest employers (those employing more than 250 people). Whilst 89% of South 
Ayrshire’s businesses employ between 0-49 employees, they are responsible for 
less than a quarter (22%) of South Ayrshire’s total enterprise turnover. 
 
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 fulfillment 
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 
 

Prior to 2016/17 the service was managed across Ayrshire by North Ayrshire 
Council and details of spend for this period are available from the North Ayrshire 
Council response. 
 
For 2017/18 and 2018/19 the budget within the overall economic development 
budget is £295,000 pa. 

  
 

2) Details of mechanisms in place to determine quality assurance 
 

Quality Assurance of the Business Gateway service is undertaken independently 
by Progressive Partnership who has been conducting Business Gateway’s on-
going 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%. 

 
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 
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 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% 

 
 

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 South Ayrshire, the Business Gateway service is delivered as part of South 
Ayrshire’s Economic Development service. 

 
 

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

 
Originally when the Business Gateway service was past to Local Authority 
control, the service was outsourced to a third party delivery partner.  During 
2014/15 the local authorities in Ayrshire reviewed the operation of the service 
and conclude that in order to improve performance and ensure alignment with 
the wider economic development activities delivered by the Councils the 
service would come in-house.  This move in-house occurred on 1st October 
2015.  
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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, South Ayrshire 
Council’s Economic Development Team 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, South Ayrshire Council has benefitted from ERDF funding which 
has allowed us to introduce enhanced business growth support through Business 
Gateway. The ERDF activity in Soth Ayrshire includes: 
 

 Expert Help Programme – allows SMEs to receive up to 3 days of fully 
funded consultancy support from our framework of subject matter experts. 
SMEs can now benefit from the expertise across a range of topics covering 
business development, finance, digital & social media, IT, legal, property, HR, 
procurement and environmental. 

 Business Growth Specialist Advisor – an additional 2 high-level Growth 
Advisor role working exclusively with SMEs in the Business Gateway Growth 
Pipeline (GP) segment to ensure we can implement an effective entry route 
for account management with SE. 

 
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. 
The main change will be the introduction of an access to finance specialist adviser to 
fill an identified requirement for an expert in business recovery, management 
accounts and raising growth funding.  
 
Supplier Development Programme 
South Ayrshire 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 are also helping South Ayrshire’s SMEs to 
access international procurement opportunities. 
 
Business Loans Scotland 
South Ayrshire 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. 
 
Ambition 
South Ayrshire Council’s AMBITION programme supports job creation in South 
Ayrshire. It’s for anyone with the ambition to employ, be employed or become self-
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employed, and is for every type of business and is delivered through the Council’s 
economic development team and joint brabnded with Business Gateway. 
 
http://www.ambitionprogramme.co.uk/ 
 
There are eight areas of support: 

 
Ambition to Start - £1,000 grant for businesses with the ambition to hire at least one 

full-time employee within the next 24 months; 

Ambition to Grow - is a discretionary grant from £500 to £5,000 for new and existing 

South Ayrshire businesses that have the ambition to employ at least one additional 

employee.  The grant can provide up to 50% of qualifying project costs. Discretionary 

capital expenditure support at 25% intervention will be considered (vehicles and 

property are excluded). The value of grants is determined by the project’s potential to 

deliver future employment opportunities within South Ayrshire.; 

Ambition to Achieve – access to expert business advisers, as per the ERDF Funded 

Business Competitiveness Activity noted above; 

Ambition to Employ – provides a one off payment of £500 for every new member of 

staff you employed by a client for a minimum of six months and pay at least the 

minimum wage.  This support is agreed as part of our wider support programme, 

including the Ambition to Start grant and Ambition to Grow grant; 

Ambition to Invest – a discretionary grant fund up to a maximum of £20,000 for 

eligible businesses seeking investment funding of over £25,000 to grow. 

Ambition to Network – a series of free to access bi- monthly themed networking 

events and quarterly interactive seminars and workshops focussed on specialised or 

sector specific themes, held at venues across South Ayrshire; 

Ambition for Town Centres - financial support to assist local town centre retailers at 

all stages to achieve their ambition to grow.  Grants of up to £2,000 to improve shop 

fronts and support for co-operative group of retailers that have projects that will 

increase footfall in the towns; and 

Ambition for Social Enterprise – provision of business support and advisory services 

tailored to those wishing to start and run a Social Enterprise in South Ayrshire 

through a dedicated adviser. Part of the remit of this project is also to overcome the 

perception among social enterprises that the Economic Development and Business 

Gateway service are somehow incompatible with their ideals and business model 

and encourage them to make better use of mainstream business support services 

and funding. 

http://www.ambitionprogramme.co.uk/

