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ECONOMY, JOBS AND FAIR WORK COMMITTEE  

BUSINESS SUPPORT INQUIRY  

SUBMISSION FROM Renfrewshire Council Response 
 

Renfrewshire is home to over 4,500 businesses from start-ups to internationally 

recognised brands, 86% have less than 10 employees and only 30 have more than 

250 employees (less than 1% of all private businesses). However, these figures 

mask the fact that Renfrewshire does contain some very large businesses such as 

Glasgow Airport, Intu Braehead, Rolls Royce, etc. 

Economy: 

 £2.9 billion GVA 

 64.6% of population are of working age (16-24) 

 The median weekly earnings figure for full-time employees living in 

Renfrewshire is £540 (4% higher than the Scottish average) 

Workforce: 

 Nearly half of the population has a qualification 

 64.6% of the population are of working age (16-24) 

 Employment rates are higher here than the national average – 76.2% 

 Renfrewshire has above average employment in manufacturing (8,300 jobs), 

transportation/ storage (6,100), construction (4,900) and public 

administration (20,800) 

Connectivity  

 Home to Glasgow Airport from which 30 airlines fly nearly 9million people to 

and from more than 130 destinations. 

 Connected directly to Scotland’s motorway network it is only 12 minutes from 

Glasgow city centre. 

 Paisley Gilmour Street rail station is Scotland’s fourth busiest rail station and 

sees over 4million passengers pass through each year. 

 

Background on Business Gateway  

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 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. 

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 
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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 (CRM) shared with SE and 

the Business Gateway Enquiry Service for national enquiry fulfilment and research 

services. 

An evolving service 

The Business Gateway service transferred to LA’s in 2008 where delivery was 

limited to Lowland Scotland during 2008-09, the service then extended into the 

Highlands & Islands area from 2009-10 onwards. 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 of customer satisfaction achieved in the independently 

assessed Quality Assurance that is undertaken. 

 

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

Year Budget  

2008 *£604,000 
2009 *£604,000 
2010 *£604,000 
2011 *£604,000 
2012 *£604,000 
2013 *£604,000 
2014 *£604,000 
2015 *£604,000 
2016 *£604,000 
2017 **£332,200 

 

 

* The budget covers Renfrewshire, Inverclyde and 

East Renfrewshire providing support for start-up and 

existing businesses as well as workshops and local 

expert surgeries. 

** On the 1st October 2016 Renfrewshire Council 

brought the BG service in-house, the £604,000 

budget has been split 55% Renfrewshire (£332,200), 

23% East Renfrewshire (£138,920)and 22% 

Inverclyde(£132,880). In addition Renfrewshire 

Council has also increased the number of advisers 

working with start- up and growing businesses 

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 

http://www.bgateway.com/
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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 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%. 

 

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 

 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. 
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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; 
o any changes to the delivery mechanism over the last ten years 

and the rationale for this change 
 

The management of the Business Gateway contract was transferred to Renfrewshire 

Council from Scottish Enterprise with effect from 1 April 2008.  

At that time the contract was delivered by a private contractor and covered the local 

authority areas of Renfrewshire, Inverclyde and East Renfrewshire with 

Renfrewshire acting as the lead authority.  

This method of delivery continued until 2016 when Renfrewshire Council 

commissioned an options appraisal to establish the most appropriate model for the 

future delivery of the local BG services across the three areas. 

The report concluded that an in-house model best met the Councils aspiration to 

deliver an effective and efficient service covering: 

 Supporting the creation and growth of indigenous businesses 

 Growing the base of internationally competitive local firms 

 Supporting the development of key clusters and sectors 

 Providing assistance to inward investors 

 Promoting a culture of entrepreneurship 

 Encouraging innovation  

 Promoting business growth 
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The BG service transferred to in-house Council delivery on 1 October 2016. 

Business Start-Up, Self Employment and Enterprise Service  
Renfrewshire Council’s BG start-up and enterprise service is located at InCube, the 

Council’s business incubator based on Paisley High St. As well as being home to 

fledgling creative businesses, office space is given to the Princes Trust, New 

Enterprise Allowance and Enterprise Mentoring. 

Any new business, or any business not already engaged with the public sector, is 

directed to the BG programme as a first point of contact. BG advisers then assess 

the enquiry and if it is a start-up client they are provided with advisory support to 

assist them in successfully starting up their business. 

The BG start-up service in Renfrewshire operates with two advisers – start-up 

volume and start up growth. The growth adviser focuses on the potential high value 

clients, i.e. those with highest growth potential, new businesses which aspire to trade 

above £70,000 or employ staff within 12 months – 18 months. 

Strengthening this service has enabled a greater degree of assessment of the needs 

and potential of new start businesses, thus identifying those with high growth 

potential who are offered a more in-depth level of support to assist them fulfil their 

growth aspirations. Support is offered to these businesses both in the start-up phase 

and during the first year of trading.  

The Start-Up Service also provides workshops and events on issues that are 

essential to needs of local businesses and the economy. This is delivered through a 

contract covering BG core workshops and Expert Help covering business strategy, 

investor readiness, marketing and brand development, HR, Procurement and 

Innovation support. As well as the above clients can also book onto the DigitalBoost 

workshops that run from InCube. DigitalBoost provides businesses in Renfrewshire 

with opportunities to improve their technical and digital capabilities and help them 

use digital technology to enter new markets, trade internationally, increase 

efficiencies and potentially employ more staff. 

Business Growth Services 

The transfer of the BG services to in-house provision by Renfrewshire Council has 

provided an opportunity to build an integrated Business Growth team to respond to 

and support the growth and development of local businesses.     

The Growth team work closely with colleagues throughout the Council to ensure 

better integration with other business facing Teams within the Council including, 

Employability, Trading Standards, Environmental Health, Licensing, Planning, 

Transportation, Non Domestic Rates, Estates and Waste Management.  

The Business Growth team provide business growth services to assist local 

companies to identify and unlock any barriers to their growth potential thus ensuring 

that they are in a position to play a full part in increasing the level of local economic 
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activity. The integration of the services as described above has enabled us to 

improve the level of service by increasing the size of the BG Growth team from 1 fte 

staff (with the previous contractor) to 2 full time roles, working alongside the 2 

existing Invest in Renfrewshire Business Growth Advisors to provide an integrated 

service to local businesses. 

The Growth team identify businesses which have had no recent relationship with BG 

and arrange to contact these businesses to re-establish communication. Following a 

detailed business appraisal the Growth team will utilise the BG segmentation model 

to highlight the menu of support which can be made available to client companies. 

The differing levels of support are as follows: 

 Growth Advisory Service (for those companies projecting turnover growth of 
£200-400K) 

 Growth Pipeline (for those companies projecting turnover growth of £400K-
800K) and; 

 Account Managed companies (for those who have reached growth of £400-
800K) identified with further growth potential and can potentially transfer to 
Account Management within Scottish Enterprise. 

 
The business growth advisers have the responsibility to support a portfolio of 

businesses in order to identify and assist them to develop their growth projects and 

to deliver tailored support to maximise the opportunity for the successful 

implementation which should result in the creation of new employment opportunities. 

 

5. Details of any other services offered to businesses, especially SMEs and 

start-ups, by your local authority 

 

Promoting business growth is a key priority, over and above the core Business 

Gateway funding, in 17/18 Renfrewshire Council committed £359k to the provision of 

business support services to ensure that no gaps exist and that companies of all 

sizes and types are able to access adequate support at key stages of their 

development. The following programmes are available from Renfrewshire Council to 

local businesses: 

 

Name of Programme Brief Description 

Vacancy Management 
Service (Invest in 
Renfrewshire) 

Offers a free recruitment service, 
including marketing, handling 
applications and shortlisting 
applicants and arranging interviews. 

Graduate Subsidy 
(Renfrewshire) 

Offers up to 70% subsidy of £8.90 
p/h wage to take on a graduate 
employee, to a max contribution of 
£5k, for period of 6 to 11 months.  
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Name of Programme Brief Description 

New Start Growth Fund 
Up to £1k towards new business 
start-up costs. Aimed at those with 
growth potential.  

Business Growth Fund 

Up to 50% of costs to a max of £10k; 
available to new and existing 
businesses. Can be put towards 
R&D, feasibility studies, capital 
expenditure, property improvements, 
innovation, attendance at exhibitions 

Repayable Grant 
Supports the creation and 
development of SMEs. Unsecured 
loans of £1k - £5k 

Business Loans Scotland  Loan funding of up to £100K 

Renfrewshire Business 
Training Support Programme 

Up to 50% of costs to fund training 
for existing and new employees. 

DigitalBoost 
Practical workshops on a range of 
digital subjects and the provision of 
specialist 1-2-1 advice. 

Retail Improvement Scheme 
Provides a grant of between £1K 
and £8K (up to 70% of costs) to help 
improve properties within retail areas 

LEADER 

EU-funded community development 
programme, promoting small scale 
development in rural areas.  Awards 
of £5k - £125k, max 50% costs. 

Social Enterprise Small 
Grants Fund 

Small grants of up to £5,000 to 
Renfrewshire-based social 
enterprises for e.g. project work, 
feasibility studies/consultancy, new 
services, organisational 
development 

InCube  

Business incubator where creative 
retail start-up and early stage 
enterprises get 9 months of intensive 
support to improve their growth and 
sustainability. 

Supplier Development 

 

Assisting SMEs to become tender 

ready for public procurement, 

support is provided through SDP 

training and events 
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