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ECONOMY, JOBS AND FAIR WORK COMMITTEE 
 
BUSINESS SUPPORT INQUIRY 
 
SUBMISSION FROM Orkney Islands Council: 

 
1 Levels of annual spending on the Orkney Business Gateway service over 

the last ten years. 

 
Financial Expenditure 

Year £000s 

2008/09 21.6 

2009/10 151.2 

2010/11 134.1 

2011/12 138.2 

2012/13 156.4 

2013/14 126.5 

2014/15 140.9 

2015/16 165.6 

2016/17 166.6 
2017/18 158.6 

 
 

2. Details of any 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-November2014. 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 (KPls). 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%. 
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In addition, the Economic Development Service conducts a Business Survey every 2 years, 

and explores issues of service provision and support via series of local industry networking 

events held during the year. 

 
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 Scotland 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, and is above average in Orkney. 

 

Table 1: Key Metrics 

 Orkney Scotland 

Jan – Mar 
18 

12 Month 
Average 

Jan – Mar 18 12 Month 
Average 

Overall satisfaction 
(extremely satisfied, very satisfied or satisfied 

100% 94% 83% 84% 

Service delivered met expectations met or 
exceeded expectations 

100% 92% 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') 

100% 96% 88% 87% 

Would recommend Business Gateway 

(definitely or probably) 
100% 97% 85% 86% 

 
The following examples of customer feedback received provides insights into the value of the 
service: 

 
Local feedback: 

 
"Setting up my own business was the best decision I've ever made and it wouldn't have been 

possible without the help of the team at the Business Gateway." - Kirkwall Autospray 
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"The Business Gateway is a resource I'd urge other Orkney business people, whether start-
ups, or established companies, to use. Even if you're not initially sure whether you would 
qualify for support, they're always happy to advise and assist and you might just be 
surprised to discover there's a funding option to suit your plans". -Alison Moore Designs 

 
"The Economic Development team were very helpful. They assisted us with the production 

of our business plan and, more importantly, helped with the complicated process of doing 

cash flow projections and a forward budget. We could not have carried out our 

improvements without the financial assistance we got from the OIC". -Skaill House. 

 
"The advisors at Business Gateway were incredibly helpful with offering feedback and critique 
on my application prior to submission. The claiming process was really easy too". Hilary Grant 
Knitwear. 

 

"The business advisors bring a wealth of skills to the table, which makes the application 

process easier. They even identified areas of growth that I had overlooked. If you are looking 

at starting or developing your business, I would recommend contacting them as the service 

and advice is just brilliant. Thank you for your support" - Peedie Models 

 
As noted above, the Council's Business Survey and networking events capture business 
feedback on issues of service provision and support. 

 
 

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

 
a. Whether outsourcing or in-house is the approach taken to providing 

Business Gateway services: 

2 FTEs are employed by Orkney Islands Council to manage the service 

including service management, local marketing, enquiry handling and initial 

diagnostic/triage, monitoring and reporting, with the provision of advisory 

services and workshop delivery being outsourced. 

 
b. Any changes to the delivery mechanism over the last ten years and the 

rationale for this change: 

This has been the chosen delivery mechanism by Orkney Islands Council since the 

service started locally in 2009. In partnership with the Council's Economic 

Development service, various new schemes of assistance and additional business 

support services have been funded and delivered to enhance the overall local 

support service, however, the basic delivery mechanism remains as described 

above. 
 

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

ups, by your local authority: 
 

Orkney Islands Council through its Economic Development Service has a suite of grant 

schemes available for start-ups (specifically a New Business Start Up Grant) and business 

development that will benefit the local economy (details of individual schemes are available 

online https://www.bgatewav.com/local-offices/orkney/business-support). In addition to the 

delegated grants noted, requests for assistance that fall outwith the eligibility criteria of the 

schemes can be determined by the Council's Development and Infrastructure Committee on 

http://www.bgatewav.com/local-offices/orkney/business-support)


EJFW/S5/18BS/9 
 

4 

a case by case basis. 

 
Indirectly, but for the benefit of Orkney's SMEs, significant sectoral support is provided to 

projects within Orkney's key sectors. These are generally jointly funded, developed and 

delivered with HIE, for example: 

 
• Tourism: 

Supporting the organisational development of the sector group enables stakeholder 

representation to ensure sustainable and responsible management of Orkney as a 

Tourist destination . This includes elected member and officer representation on the 

Destination Orkney Strategic Partnership, a stakeholder partnership approach to 

tourism and destination management and marketing. This body steers the local 

Destination Management Organisation. Funding additional development projects are 

considered for financial support along with assistance in developing sector strategies 

that assist/enable the Orkney tourism group (Destination Orkney Ltd) to develop the 

local tourism industry towards achieving its strategic ambitions. 

• Food & drink: 

Financial assistance and engagement with a part-time Project Manager to support the 
development and growth of this sector. 

• Craft: 

Financial assistance and engagement with a part-time Project Manager to support the 
development and growth of this sector. 

• Renewable energy: 

Infrastructure investment such as the '3 Port Strategy ' and the Hatston and Lyness 
Enterprise Areas, and support for Orkney's supply chain through sector development 
projects, a supply chain directory and flexible marketing and event materials. 

• Retail: 

Supporting key projects of the Kirkwall BID that support the development and 
regeneration of Kirkwall town centre. 

 
In partnership with other agencies, and often attracting additional external funding, the 

Council has instigated and developed significant projects for example: 

 
• Orkney Business Festival: 

A biennial event, most recently held in March 2018 where a programme of 17 sessions 

with a mix of entrepreneurs, industry experts and advisers, both local and from elsewhere 

in Scotland. 

• Orkney Marketing programme: 

With an industry-led advisory Group this programme supports Orkney's key sectors under 

a regional brand and in access to new and developing markets through cross key-

sectorial, joint marketing, including development of a unified and consistent Orkney brand 

and supporting a collective presence at trade shows, and ongoing development of 

Orkney.com 

• Digital Media Orkney project: 

Developing supportive digital content and contributing to Orkney's marketing offer 

through the creation and management of social and digital media opportunities 

• Orkney Research & Innovation Campus: 
Refurbishment of former secondary and primary schools in Stromness to support the 

concept of a 'living laboratory' to support research and innovation, creating a strong 

centre of ambition and expertise from within both commercial and academic worlds. 
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• Regeneration schemes: 
Including Kirkwall Townscape Heritage Initiative, Stromness Townscape Heritage 

Initiative, Scapa Flow Landscape Partnership and the North Isles Landscape 

Partnership scheme. 

• Quality System Development: 

Assistance to achieve ISO:9000 accreditation for supply chain companies in the 
construction and energy sectors. 
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