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ECONOMY, JOBS AND FAIR WORK COMMITTEE 
 
BUSINESS SUPPORT INQUIRY 

SUBMISSION FROM North Lanarkshire Council Response  

National and Local Context   
 
Business Gateway is a publically funded local government service that provides free 
business support and impartial advice for start-up and existing businesses based in 
Scotland. Local Authorities are responsible for the delivery of the Business Gateway 
Service in local areas – eighteen Lead Local Authorities coordinate local 
contracts/service delivery on behalf of the Local Authorities in their respective Business 
Gateway Region. In Lanarkshire the Lead Local Authority is North Lanarkshire Council, 
who manage the delivery across North Lanarkshire and South Lanarkshire. The 
service is delivered in partnership with a third party contractor – Lanarkshire Enterprise 
Services Limited (LESL). Funding for the provision of the delivery is provided by the 
Scottish Government and European Regional Development Fund (ERDF).   

Lanarkshire is the second largest populated region in Scotland with a working age 
population of c. 425,000.  It makes a significant contribution to the Scottish economy; 
the Businesses in Scotland 2017 report, published by the Scottish Government 
outlines that registered businesses generate an annual business turnover of c. 
£27.96billion. There are approximately 17,685 registered businesses based in 
Lanarkshire. The business base is dominated by Small to Medium Enterprises 
(SME’s), with approx. 95% employing less than 250 staff. These SME’s employ 
approximately 91,260 people.   

Lanarkshire is uniquely located in the heart of Scotland between Scotland’s largest two  

Cities; Glasgow and Edinburgh. It benefits from excellent connectivity with three of 
Scotland’s international airports located less than an hour away, direct links to the UK’s 
main rail lines and major motorway networks; the M74, M80 and M8 all run through the 
region.  The area has a mixed urban and rural economy that makes Lanarkshire an 
attractive business location.   

In terms of Sectors the largest sector by percentage of businesses, (2016) was 
construction; at 16% for North Lanarkshire and 13% for South Lanarkshire, which is 
5% and 2% higher than the Scottish average respectively. Professional, scientific and 
technical is also a key sector for the area with the sector making up 14% of businesses 
in North Lanarkshire and 15% in South Lanarkshire. Given the areas strategic location 
and transportation network, wholesale and transportation and storage sectors have a 
higher proportion of the business base than the Scottish average.   

In relation to the Scottish economy, Lanarkshire is a high Gross Value Added (GVA), 
high productivity region. In 2015 Lanarkshire contributed 10% of Scotland’s total GVA 
demonstrating its importance to the Scottish economy.   
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Response to Inquiry Questions  

1) Levels of Annual Spending on Business Gateway over the last 10 years   

Table 1: Levels of Annual Spending on Business Gateway over the last 10 
years for the Lanarkshire area   

Year  Total Spending  

2008-2009  £1,404,001  

2009-2010  £1,485,058  

2010-2011  £1,421,524  

2011-2012  £1,331,440  

2012-2013  £1,189,325  

2013-2014  £1,146,206  

2014-2015  £1,231,172  

2015-2016  £1,421,979  

2016-2017  £1,707,919  

2017-2018  £1,209,407 (Approx.)  

Note: The figure for 2017-2018 is approximate and is expected to increase. It 
does not include a 10% outcomes payment. A reconciliation is currently being 
undertaken to calculate the value of the outcomes payment.    

2) Details of mechanisms in place to determine quality assurance   

Within Lanarkshire there are various mechanisms in place to determine quality 
assurance of the Business Gateway Service:   

• At a National Level Quality Assurance of the Business Gateway service is 
undertaken independently by Progressive Partnership. Progressive 
Partnership monitor customer satisfaction levels through the customer 
satisfaction tracking survey. Each week Progressive Partnership utilise the 
CRM system to collate a random sample of new Business Gateway clients. 
The sample are then invited to respond to a customer satisfaction survey; 
providing feedback on their interactions. Invitations are issued to 
respondents approximately two weeks after their initial interactions, ensuring 
the feedback is timely.      

Each month Progressive Partnership provide dashboard reports for the 
period, which summaries the feedback into agreed Key Performance 
Indicators. This is illustrated at both a National and Local level. The National 
Unit and lead local authorities monitor these dashboards. In Lanarkshire staff 
who manage the Business Gateway contract would look to investigate and 
understand any changes to quality assurance. In addition to this Progressive 
Partnership identify and forward ‘Hot Alerts’.  ‘Hot Alerts’ are essentially 
client queries or complaints which require immediate further action, they are 
forwarded to the applicable area for response.   

• Within Lanarkshire, the Business Gateway contract and service is overseen 
by a Steering Group. This is made up of elected members and council 
officers from both North Lanarkshire Council and South Lanarkshire Council. 
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The role of the Steering Group is to monitor the performance and quality of 
the Business Gateway service, provide strategic direction, and act as a 
forum for discussion and evaluation. The Steering Group meet on a quarterly 
basis and quality assurance of the service is evaluated and discussed at 
each meeting.     

• In addition to the quarterly Steering Group meeting, local authority officers 
who manage the Business Gateway contract and the operations managers 
from Business Gateway Lanarkshire meet on a monthly basis to discuss how 
the Business Gateway Service is operating, quality assurance, and any 
positive learnings or areas of concern to be addressed.  

• At a Local Level, the local authority officers review and approve applications 
for business support. In addition, audits on client files are undertaken on a 
quarterly basis to ensure that the agreed support is fully implemented. In 
many instances i.e. Digital Boost, client feedback is attached to the file and 
this is also reviewed and assessed for quality assurance.    

• Within Lanarkshire, officers, elected members and Business Gateway staff 
actively seek direct feedback from businesses who have interactions with the 
service. An example includes a business breakfast where businesses where 
invited and asked to provide feedback on the quality of service they had 
received.   

3) Details of any customer feedback received in relation to Business Gateway 
services that you offer in your area or wider research about business 
support in your area  

As above Progressive Partnership maintain and monitor customer satisfaction 
levels via a customer satisfaction survey. An example of customer feedback 
obtained by Progressive Partnership in relation to Business Gateway services at 
a national level has been sumarised below:   

Table 2: Key Metrics for Business Gateway Services at a National Level   

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%  

 
This depicts the 12-month average and data from Quarter 4 2017-2018. During 
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this period a total of 933 customers responded to the survey. 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 believed the support they received would be 

beneficial for their business.   
• 85% of respondents 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 2 shows that 
customer satisfaction remains steady at a National Level.     
An example of customer feedback obtained by Progressive Partnership in 
relation to Business Gateway services at a local Lanarkshire level has been 
sumarised below:   
 
Table 3: Key Metrics for Business Gateway Services at a Lanarkshire 
Level    

Service  12 Month 
Average  

Jan - Mar 18  

Overall satisfaction  
(extremely satisfied, very satisfied or satisfied)  

84%  87%  

Service delivered met expectations  
(met or exceeded expectations)  

82%  87%  

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’)  

86%  83%  

Would recommend Business Gateway  
(definitely or probably)  

84%  84%  

 

This depicts the 12 month average and data from Quarter 4 2017-2018. During 
this period a total of 62 customers responded to the survey. This is a small 
sample size in relation to the overall number of businesses who had interactions 
with Lanarkshire Business Gateway during this period and findings should be 
treated with caution. The key findings for this period are as follows:   

• Overall satisfaction between January and March 2018 was 87%.   

• 87% this quarter said their expectations had been met or exceeded.   

• 83% of respondents believed the support they received would be 
beneficial for their business.   

• 84% of respondents would probably or definitely recommend Business 
Gateway to other business people or those thinking of starting a new 
business.   
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Comparing these figures with the 12 month average in Table 3 shows that 
customer satisfaction levels have improved across some KPI’s with a small 
deterioration in the benefit businesses will gain from the service received.     

In Lanarkshire we also look to obtain direct feedback from customers where 
possible. This provides a primary understanding of what services have been 
effective in supporting our clients and where improvements can be made.  The 
following examples of customer feedback provides valuable insights into the 
perception and impact of the Business Gateway Service in the Lanarkshire area:    

“I’d initially gone to Business Gateway last year as I’ve a lot of customer service 
experience but no experience in actually running a business. I went on a lot of 
their free start-up workshops and our adviser connected us to Routes to Work 
for our staff. Without our Business Advisors support we wouldn’t have been as 
prepared as we were when we first opened. She gave us confidence, pushed us 
when we needed it, and is always at the other end of the phone if we have any 
questions.” Food and drink business based in Lanarkshire   

“I’ve a clear vision for the business thanks to the support I’ve had from Business 
Gateway. Right from the start I have soaked up my adviser’s expertise and the 
knowledge provided by the free workshop programme. Being accepted onto its 
SMART Accelerator Programme has also broadened my mind and given me a 
wealth of knowledge that will help me achieve my goal of establishing a leading 
lifestyle brand. I can’t rate Business Gateway highly enough.”  

 Retail business based in Lanarkshire   

“Although I’d ran my own business in the past, setting up a social enterprise was 
new to me so I went to Business Gateway for advice. I worked with two advisers 
whose help has been invaluable, particularly when pulling together a marketing 
plan. What we’re doing will not only create jobs but keep manufacturing local, 
and the support Business Gateway has given has kept me on track and 
highlighted the best way to get our message out there.”  

Social Enterprise based in Lanarkshire   

4) Details about the delivery of business support services, particularly:   

i.  Whether outsourcing or in-house is the approach taken to providing 
Business Gateway services;   

For Lanarkshire, the Business Gateway Service is delivered in partnership with 
the local authority and a third party contractor. In March 2017, North Lanarkshire 
Council (as lead local authority), after undertaking a competitive procurement 
process awarded the contract for the delivery of the Business Gateway Service 
to Lanarkshire Enterprise Services Ltd (LESL). The contract is for an initial 25 
month period to 31st March 2019. There is then an option to extend the contract 
for a further 2 periods of 12 months and 11 months respectively. An outsourcing 
approach has been taken to providing the Business Gateway service in the 
Lanarkshire area since the provision of the service was transferred to the Local 
Authorities from Scottish Enterprise in 2008.    
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ii.  Any changes to the delivery mechanism over the last ten years and the 
rationale for this change, and;   

Following the initial 5-year contract period and the transfer of Business Gateway 
services to local government, the Lanarkshire Business Gateway (BG) service 
was retendered externally in October 2012 with the contract running for three 
years with the option of two one year extensions.    

As part of the ongoing strategic management of the service, the Councils 
commissioned an independent evaluation of the Lanarkshire Business Gateway 
Service in late 2014 by EKOS Limited, to help inform the development of a 
future service. This was of particular relevance with the advent of the new 
European Regional Development Fund (ERDF) Programme which set out a new 
direction of travel and priorities for the Councils’ support for business 
development.   

The evaluation found that the BG service continued to have a strong fit with, and 
contribute to a range of local, regional and national policy, this included: helping 
to provide a supportive business environment; encouraging investment in staff 
development; working with key employers to enhance the attractiveness and 
competitiveness of the region; developing the rural economy; and linking with 
the economic development priorities of the region. The evaluation found the 
service delivered a competitive level of economic activity across the region 
through helping businesses create around 1,170 jobs and generate GVA of c. 
£26.7m per annum. When considering the impacts set against the public sector 
investment, the service was found to be delivering a cost per net job of £3,604 
and a Return on Investment of £19.75 which was considered as a comparably 
good performance when considered against wider benchmarks. The evaluation 
also found that the greatest value to the Lanarkshire economy would come 
through supporting the high growth, higher value businesses that typically 
generate economies of scale, sustain the economy over the longer term, bring 
people into the area to work, and attract new investment to the region. The 
evaluation demonstrated that more support was needed for these types of 
businesses. The evaluation concluded that both stakeholders and businesses 
believed there was a continued need for some form of mainstream business 
development support service across Lanarkshire, targeted at both start-ups and 
growth businesses.  

In early 2015 following the evaluation, an options appraisal facilitated by 
external consultants looked at future delivery models. It recommended that:  

“Regardless of any final decision, we would still recommend, as a matter of 
good practice, consideration of the options for delivery to ensure that Business 
Gateway remains consistent with and supportive of, the strategic objectives of 
the two Councils and delivers value for money”  

Specifically, the option appraisal was designed to help inform and support both 
Lanarkshire Councils in their decision making for the most appropriate delivery 
mechanism that best reflected the developing strategic and operational 
environment and offered best value for money. Following the robust options 
appraisal process, both Lanarkshire Councils determined to continue out-
sourcing the Business Gateway Service.   
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In re-designing future service delivery, a further external review of individual 
business support services and products across both North and South 
Lanarkshire (not limited to those delivered through Business Gateway) was 
undertaken in February 2015.    

The findings from all these pieces of work resulted in the procurement of the 
new service during 2016 and 2017.   

As well as following the national BG specification, the requirements of the new 
contract sought to address a series of local, strategic requirements including the 
following:  

• Deliver an overarching approach to ensure the new BG service 
was designed to support growth in the Lanarkshire economy 
(particularly through a step change from a generalist to a more 
tailored and specialist service).  

• Identification of key priorities which included new or existing 
businesses operating in Government defined or locally important 
key sectors; social enterprises; and companies of local 
importance.   

• Increased prospecting activity and proactive marketing to better 
engage with priority companies – to increase the penetration and 
success rates of the service.   

• Target resources at supporting growth opportunities whilst 
retaining current volume start output levels.   

• To adopt and focus on a more outcome delivery approach which 
includes delivering against a series of outcomes valued at 10% of 
the contract value. The agreed outcomes include:  

• New Jobs  

• Export Sales (£m)  

• Higher Value Jobs  

• Increased Sales (£m)  

• Access to Finance  

• Products/Processes introduced  

• Priority Sectors  

• Young people into business  

• Survivability of start-ups  

• Ensuring the new service delivers a greater joining up across all 
business services available in Lanarkshire from a client 
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perspective and for it to align with and support the new ERDF 
Programme; LEADER; Employability; City Deal; Town Centre’s; 
Community Benefits; as well as other local and national business 
support agencies and initiatives.  

• In June 2017 Business Gateway Lanarkshire piloted the Ready to 
Start Review. This is an online questionnaire which Business 
Gateway Lanarkshire designed and developed to reduce advisory 
resource whilst helping clients have immediate access to the 
service, information and factsheets at a time convenient for them. 
This proved extremely successful and strengthened the one to 
many strand of support that is offered. As a result the Ready to 
Start Review was adopted and rolled out across other Local 
Authority areas in 2018.    

5) Details of any other services offered to businesses, especially SME’s and 
start-ups, by your local authority   

In addition to the core Business Gateway services, the Enterprise Development  

Team’s at North Lanarkshire Council, South Lanarkshire Council and the 
Business Gateway Lanarkshire team, provide a wide variety of additional 
services designed to support business growth and stimulate entrepreneurial 
activity in the Lanarkshire area. These include:   

Expert Help Programme  

 The Expert Help Programme allows SME’s to receive up to 3 days of fully 
funded consultancy support. The main aim of our expert help is to ensure that 
suitably qualified consultants provide businesses with bespoke advice and 
support, focussing on growth areas such as:  

• reviewing existing processes, strategies, policies or plans and   

• supporting businesses to improve these accordingly or to introduce new 
processes, strategies, policies or plans as required.  

Lanarkshire SME’s can now access support from 25 different suppliers across a 
range of specialisms including; strategy, finance, HR, marketing and digital and 
social media.    

SMART Accelerator   

Having identified a requirement to support new start businesses with ambition 
and growth potential more effectively, Business Gateway Lanarkshire designed 
and developed SMART Accelerator in 2015. The strategic rationale for an 
accelerator programme is the potentially positive impact young innovative 
businesses can have on economic growth and job creation. Since 2015 
Business Gateway Lanarkshire has run seven SMART Accelerator 
Programmes; helping over 100 businesses in Lanarkshire quickly scale their 
enterprises by providing a unique blend of tailored support. A further two 
SMART Accelerators are scheduled for 2018.   



EJFW/S5/18BS/7 

9 

Digital Boost   

To help support businesses to grow and develop, the Government launched the  
Digital Boost programme. This offers support to businesses looking to improve 
their  digital knowledge. Support comprises of; a digital health check, local 
workshops,  online tutorials and 1-2-1 expert advice. Business Gateway 
Lanarkshire are actively involved in this programme and have recently 
completed phase 2 which entailed providing 40 1–to-1 events and 22 workshops 
to local Lanarkshire businesses.   

Supplier Development Programme (SDP)  

North Lanarkshire Council and South Lanarkshire Council are active members 
in the Supplier Development Programme. This is a free service offering training 
and support to help SMEs to find contracts, understand the tender process and 
improve bids. 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 is also helping Lanarkshire SMEs to 
access international procurement opportunities.   

Support for Social Enterprises   

Delivered in Partnership with officers from North Lanarkshire Council and South  

Lanarkshire Council, Business Gateway Lanarkshire, Voluntary Action North 
Lanarkshire (VLAN) and Voluntary Action South Lanarkshire (VASLAN), a 
tailored business support and advisory service is available for those wishing to 
start and run a Social Enterprise in Lanarkshire. Business Gateway Lanarkshire 
has a dedicated specialist advisor with vast experience in the Social Economy 
sector who is available for one -to -one support.     

Grant Funding  

North Lanarkshire Council and South Lanarkshire Council have respective grant 
funding programmes. These programmes are designed to encourage SMEs to 
invest and grow their business. The grants help with the purchase of plant and 
machinery, property improvements, training support and exhibition support. 
Grants can be up to 50% of the total costs with a maximum combined grant 
award of £12,000 in North Lanarkshire and £10,000 in South Lanarkshire.   

  Business Loans Scotland   

 North Lanarkshire and South Lanarkshire are members of this Local Authority 
consortium. Business Loan Scotland provides loan finance to new and existing 
businesses that have a good, viable proposal but have difficulty raising funding 
from traditional commercial sources. Loans of up to £100,000 are available to 
eligible businesses, and at least 50% of the funding package must be provided 
by the private sector.   
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Kelvin Valley & Falkirk LEADER Programme and Lanarkshire LEADER 
Programme   

These LEADER programmes are part of the Scottish Rural Development 
Programme and give access to grant funding for suitable applicants. There are 
two schemes under these programmes which can help businesses; Farm 
Diversification (FD) and Rural Enterprise (RE). The FD scheme is open to 
farmers looking to diversify into nonfarming activity and the RE for setting up or 
expanding a rural business. The aim of LEADER is to increase support to local 
rural community and business networks, to build knowledge and skills, and 
encourage innovation and cooperation in order to tackle local development 
objectives.    

Dragon’s Lair   

In Lanarkshire we are committed to developing entrepreneurship behaviour in 
young people and for the last 6 years we have organised ‘Dragon’s Lair’. At this 
annual event, North Lanarkshire schools are invited to compete in a competition 
for the best business idea. Each year there is a launch event, where four 
business owners (The Dragons) address the teenagers and share their start up 
journey, business growth and challenges. The Business Gateway Business 
Advisors provide advice and support on how to write a business plan. The pupils 
submit their business plans to Business Gateway Advisors and a shortlist of 5/6 
finalists are selected. The finalists then come to the Dragon’s Lair to present to 
the Dragons and a winner and runner up is selected. Business Gateway 
Advisors judge the entries and provide the shortlisted schools.  Business 
Gateway Advisors and North Lanarkshire Council officers provide all hospitality 
and work closely with other Council teams to help make this event the success it 
is.   

Lanarkshire Business Week   

Working with a variety of public and private sector partners; Lanarkshire 
Business Week is an annual week-long programme of events, workshops and 
networking opportunities for start-up, growing and established businesses. This 
is used as a vehicle to celebrate enterprise in the area, offer learning and 
networking opportunities and inspire local businesses to reach their potential.  
Some highlights of the week include; the Business Awards; the Business 
Conference; the Business  

Show; and Business Gateway Lanarkshire run workshops and networking 
sessions.    

In addition, Enterprise Development officers based in Lanarkshire routinely link 
clients with other areas of the Local Authority who can provide valuable support, 
assistance and advice such as; planning; environmental health; trading 
standards; and employability services. Officers also provide property searches 
to identify suitable premises for businesses to grow and prosper.    

 


