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1. What does Business Gateway do well and where can improvements be made? 

 

Business Gateway was originally established by Scottish Enterprise and local 
enterprise networks to provide a range of advice, information and support services to 
people starting, or thinking of starting a business and to provide a source of referrals, 
into the pipeline of businesses with the ambition and potential to grow.  The service 
was previously an integral part of the support offered by Scottish Enterprise in 
lowland Scotland. 
 
Since transferring to Local Government in 2008 the service has been extended to 
cover all of Scotland and works closely, in partnership and collaboration, with 
Scottish Enterprise and Highlands and Islands Enterprise.  Business Gateway 
provides both a universal service open and available to anyone or any business 
anywhere in Scotland as well as specific support to businesses wishing to grow.  
99.4% of businesses in Scotland are SMEs and this is the Business Gateway 
marketplace.  Last year Business Gateway supported over 50,000 individual clients 
and directly assisted over 9,000 people to start a business.  Over 24,000 existing 
businesses were supported including over 3,000 growth clients. 
 
The ‘one to many’ support services it provides, such as business information, the 
extensive Business Gateway website and the catalogue of workshops are well 
received and popular with business, achieving high levels of customer satisfaction 
(over 80% as recorded by the independent Quality Assurance work undertaken on 
behalf of the service).  Business Gateway has also demonstrated that it is a key 
channel for delivering specific, focused initiatives such as DigitalBoost, which meets 
elements of the Government’s Digital Strategy, and is a channel partner in pushing 
clients to Scottish Enterprise’s innovation and internationalisation support.   
 
Local Government, through Business Gateway, secured ERDF resources to develop 
additional support for growing businesses thereby maximising the resources 
available to Scotland for these purposes and integrating this with related local 
economic development supports. 
 
The Business Gateway service engages in partnership and collaboration activity with 
a wide range of other players in the business support eco system at a national and 
local level. Principal partners include: Scottish Government, Scottish Enterprise, 
Highlands and Islands Enterprise, Skills Development Scotland and SDI.  Additionally 
Scottish Edge, Young Enterprise Scotland, FSB, Chambers of Commerce, higher 
and further education, employability, Developing the Young Workforce, SIB and local 
community groups are engaged in its work.  As a pan-Scotland service it is important 
to note that the service is delivered in both urban and rural Scotland and appropriate 
linkages are made to tailor services towards the needs of these areas. 
 
As the take up of digital channels has increased and clients are increasingly 
accessing services online, Business Gateway has adapted and evolved to meet 
these changes.  A new website was developed in 2012 and this has been updated 
regularly to reflect intelligence gathered on client behaviours and their feedback.  
Marketing and promotion of the service has increasingly made use of a variety of 
digital channels and platforms including social media and an e-zine. 



 
With finite resources available, criteria are necessary to ensure that those resources 
are applied to best effect and it is here that tensions can occasionally arise.  Scottish 
Enterprise are gatekeepers to the additional support available to growing businesses 
offering support through Growth Pipeline and Account Management.  However the 
need to prioritise for national purposes does not necessarily fit with local priorities 
relevant to Councils.  The continuity of funding support for Business Gateway has 
been critically important to its success, however the fragility of allocations from 
external sources such as ERDF or single year spending allocations such offered for 
Digital Boost via ‘A Digital Strategy for Scotland’ do not help in setting strategic goals 
and properly meeting service demands from business customers.  This results in lack 
of continuity and some confusion over the availability of services.  The Enterprise 
Review highlighted that there is a cluttered landscape of support and that clients can 
be confused about where to go for support .  While this can be an issue in terms of 
public and private sector provision it is important to recognise the stability and 
universality of entitlement achieved through Business Gateway.  Any measures to 
create a simpler and more effective business support eco system should aim to build 
on this principle of universal entitlement to business support services at the local 
level.  
 

2. What are your views on the quality of the following services delivered by 
Business Gateway: 

(i)   Online services; 

(ii)  Workshops, events and training; 

(iii) Business adviser service. 

 

The Quality Assurance activity undertaken every week across all the services 
provided including online, workshops and adviser support, demonstrates a 
consistent, high level of customer satisfaction as the following table 1 covering 
Quarter 4 2017-18 shows: 

Table 1 

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% 

 

Our view, and more importantly that of the customer, is that the quality of the service 
is very high. 
 
The following examples of Falkirk Customer feedback received provide insights 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                                                                                       

“I attended nearly all Business Gateway’s workshop; they were a huge help” 

Sheetal Shah, Tiptoes Nursery                                                                                   

 

3. Has the quality of service changed over the years? 
 
Progressive Partnership has been conducting independent Quality Assurance of the 
Business Gateway service since 2014.  In that time the customer satisfaction levels 
have remained steady and consistently high.  There has been no change in the 
quality of service and the results mirror those for the previous independent Quality 
Assurance work undertaken by the previous contractor from 2008. It should be noted 
that the service has evolved and enlarged since 2008 to include more programmes of 
support to businesses. 
 

4. Why do some new and existing businesses choose not to use Business 
Gateway? 
 
The service is acknowledged in the Government’s Small Business Survey as the 
most recognised public-sector business support brand in Scotland.  While the service 
directly supports people to start a business each year, national research has shown 
that a significant number of pre-starts who have engaged with Business Gateway 
and received initial support such as online guides and business plan templates, then 
go on to start without further, direct support.  This is an encouraging signal of growing 
confidence and an increasing culture of enterprise and reflects changes in the way 
clients access services with more help and support being sought online. For those 
who do not engage with the service this maybe a result of other established networks 
or advisory relationships that benefit them.  In some cases, businesses may simply 
find the support eco-system confusing, complex and cluttered. Businesses may not 
always be given the appropriate mechanisms for referrals across the landscape to 
support their business needs and we need to provide a more streamlined customer 
centric support system. 
 
Business Gateway is the national entry point to business support services and those 
businesses who do engage with Business Gateway get substantial benefit from the 
service and value it. 
 
It is also important to recognise the important role that Business Gateway plays in 
situations where companies are in distress, facing financial, going into administration 
or liquidation.  On frequent occasions it is found that such businesses have not 
accessed Business Gateway support and the introduction of this service aids their 
recovery.  Business Gateway is an important element of the national PACE 
procedure to assist in such situations. 
 

5. Can you give the Committee examples of how Business Gateway is helping 
existing businesses to grow; for example - starting to export, innovate or 
employ more staff? 
 
As Business Gateway Advisers work with clients who have the ambition and potential 
to grow, they will explore opportunities for internationalisation, innovation, digital 



development and investment/funding with those clients and secure appropriate 
additional support for them or refer them to where that support can be accessed. 
 
Exporting 
 
A business searching for advice and support on exporting will find, on the 
comprehensive Business Gateway website, three guides: Exporting: the basics; 
Exporting goods and Exporting goods outside the EU.  Business Gateway is aware 
that case studies provide a key learning opportunity for growing businesses who 
have advised us that these are particularly useful as they provide real examples of 
businesses addressing the same issues they face.  The website therefore carries a 
number of excellent case studies of businesses assisted by Business Gateway and 
these include over 30 related to exporting.  In addition, there is an ‘Ask an adviser’ 
article which highlights ten key steps to develop a successful export strategy.  
 
SDI previously ran a programme called Smart Exporter, a universal service available 
to any business to encourage them to consider exporting. Business Gateway was a 
channel partner for this service helping to get as many businesses as possible into 
the workshops.  Business Gateway continues to work in partnership and 
collaboration with SDI and other partners, such as Chambers of Commerce, to 
promote exporting and internationalisation initiatives to as wide a business audience 
as possible.   
 
Innovation 
 
Business Gateway website has guides on ‘How to set up an innovation start-up 
business’ and ‘Support for innovation, research and development’.  In addition, there 
are over 30 case studies on this topic of businesses assisted by Business Gateway.  
Business Gateway is also a channel partner for Scottish Enterprise’s universal 
Innovation support ensuring that delivery of Scottish Enterprise’s wider innovation 
support reaches as many businesses as possible.  Business Gateway refers clients 
onto this service to access 1-2-1 innovation support, ‘Make it to Market’ and ‘Buy 
Design Grant’ Funding. Businesses with growth ambition are referred onto the 
Business Gateway Growth Pipeline for additional innovation support and grant 
funding. 
 
Employing more staff 
 
On the Business Gateway website, a search for information on ‘employing staff’ finds 
5 guides.  These include: Employing people: the options; Preventing discrimination 
and valuing diversity; Becoming an employer; Workplace Pensions – Auto 
Enrolment; and Employees’ working hours.  There is an ‘Ask the adviser’ article 
‘Need some advice on recruitment?’ and over 230 case studies, referencing this 
topic, of clients assisted by Business Gateway. 
 
There are also Word Document templates for employers to download which can help 
a business with every aspect of recruiting and employing staff. 
 
Falkirk Council has responded to local demand and offers specialist HR services to 
businesses who want to take on staff.  In addition, we work closely with colleagues 
and partners in employability services.  Business Gateway also refers clients onto 
Scottish Enterprise’s Workplace Innovation support activity. 
 
HMRC 
 



Business Gateway Falkirk refers or signposts clients to appropriate support from 
other partners or works closely with those partners to share relevant information and 
have provide in-depth guidance. 
 
DigitalBoost 
 
In response to the call in the Government’s Digital Strategy for Scotland for Scottish 
Enterprise, Highlands and Islands Enterprise and Business Gateway to work together 
to develop a programme of support for SMEs to boost their capacity and capability to 
exploit digital opportunities, DigitalBoost was created. 
 
Having successfully established the programme in partnership with the agencies and 
laid the groundwork for the future, Business Gateway and Local Authorities assumed 
full responsibility in phase 2 and we are now in phase 3 with continued support and 
resources from Digital Scotland.  The DigitalBoost programme now provides a range 
of support including an online digital health check, online guides and tutorials, 
workshops and 1:1 support.  The programme aims to support growth and many of 
the benefits are to be seen in harnessing digital to provide support for exporting 
ambitions including digital marketing, social media, search engine optimisation and e-
commerce.  The workshop and 1:1 elements of the programme consistently achieve 
customer satisfaction levels in excess of 90%. 
 
Since the programme started 15,350 DigitalBoost guides have been downloaded, 
10,452 Healthchecks have been started and 4,231 clients have registered for an 
online tutorial.  The programme has run 1,815 workshops, reaching 13,080 
delegates.  1,205 1:1 Support projects have been completed and a further 257 are 
currently in progress across Scotland. 
 
Investment/Funding 
 
Searching for ‘funding’ on the Business Gateway website identifies 347 case studies 
that feature this topic as well as 4 guides. Business Gateway advisers have good 
relationships with, a range of potential funders including Business Loan Scotland, 
SIB, investors, DSL, SULCO, Scottish Edge and the banking community. 
 
Retailing 
 

Responding to businesses seeking support during public realm investment works in 
Falkirk town centre, a comprehensive support  programme was established.   
Business Gateway Advisors reinforced and boosted the Falkirk Townscape Heritage 
Initiative Team by undertaking door to door visits to all affected town centre 
businesses offering practical advice to withstand the trading difficulties faced during a 
prolonged road closure period.  Advisors acted as ambassadors for both the project 
and the Business Gateway service, signposting business to all relevant support 
available within this sector.  This work informed a comprehensive support package 
being implemented which included bespoke retail courses designed and delivered by 
an industry expert and funded by Falkirk Council.  
 

6. How well have local authorities run Business Gateway services? What are your 
views on whether services are best delivered ‘in-house’ or contracted out? 
 
Falkirk Council has managed  delivery of  Business Gateway services in the Forth 
Valley since 2008 and was successful as lead local authority in securing ERDF 
funding to complement the Business Gateway offering throughout Forth Valley.  



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.  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. This has enabled a one stop approach to business support 
by offering additional connected advice and contact within the Council supporting  the 
many varied subjects businesses seek signposting or advice from eg Non Domestic 
Rates, Environmental Health, Planning or Roads advice which impact on a 
companies growth and investment decisions. Research by the National Business 
Gateway Unit has shown Business Gateway clients are unable to differentiate 
whether the service received has been form an in-house or contracted team where 
quality and service has been of a similar level. 

It can be said that Local Authorities are now running BG services very effectively, 
with strong delivery structure including involvement from multiple partners linking 
activity at national and local levels.    
 

 
Other sources of advice and support 

 
7. What are the alternative sources of advice, funding and support available to 

Scotland’s businesses at a local level? 
 
Firstly, it is important to recognise that Business Gateway is not a source of funding 
but can refer or signpost clients to sources of funding.  That said, Local Authorities 
are integral in the delivery of Business Loans Scotland and work actively with DSL 
and SE to signpost SME’s to external funding sources. Other sources of pan-
Scotland advice and support at a local level might include business organisations 
such as FSB or Chambers of Commerce.  However, these membership 
organisations require a fee whereas the Business Gateway service is entirely free.   
 
Business Gateway is the principal entry point and offers a general business support 
and advice service. It works closely with other specialist organisations to ensure 
businesses receive, or are aware of, all the support available.  This includes: 
Women’s Enterprise Scotland, Interface, Firstport, Just Enterprise, SMAS, RSA, Zero 
Waste Scotland, Scottish Edge and Link. 
 
Falkirk Council’s Business Gateway service has built good working relationships with 
other Council services to enable support in planning, finance, environmental health 
and employability.  It also works closely with local intermediaries such as 
accountants, solicitors and relationship managers from banks etc. 
 

8. Where are there gaps in business support at a local level? What could be done 
to fill any gaps? 
 
A previous review concluded that there were no gaps in provision of business 
support. The most recent Enterprise and Skills Review appears to have concluded 
that, far from there being any gaps, there is duplication, confusion and clutter and a 
need to provide a more streamlined and more customer centric support system.  
What has emerged from the latest Review is a focus on scale up for business growth 
and more attention is now being focused on that with a collaborative approach.  
Business Gateway Advisers are knowledgeable about the support that is available 
and well networked.  Part of their role then is to direct clients to where other relevant 
support may be available. That being said, greater co-ordination and collaboration is 



needed between business support agencies, rather than more interventions, and this 
may require further consideration being given to geographic and regional issues and 
a more customer focused delivery mechanism for some services.  From the 
perspective of local authorities, more effective consultation is required prior to launch 
of national programmes and initiatives to ensure they dovetail and align to existing 
services and add value rather than confuse the marketplace further. 
 

9. What other business support services (beyond the Business Gateway) are 
provided by local authorities and how important are they to local businesses? 
 
Local Authority business support services vary across Scotland according to the 
needs and priorities of each area.  This is a key strength of the existing model.  It 
enables  varying levels of involvement in the enterprise journey from grassroots, eg 
in education at primary and secondary level or as part of the development of the 
young workforce.  Connection to opportunities for senior phase employability as part 
of Foundation Apprenticeships including engagement in upskilling of the workforce 
also takes place.  Entrepreneurial support is an integral part of local authority 
services to increase business birth rate and enable growth, working alongside further 
and higher education to stimulate employability and enterprise in key sector 
approaches.  Furthermore, supporting existing micro and small business capacity to 
grow through access to finance, digital connectivity and access to flexible business 
premises is key to the service. There are a number of support services and 
programmes that Falkirk businesses engage with such as Property, Employability, 
Retail, Tourism, Rural support (Leader), Supplier Development Programme and 
PACE.  Business Gateway performs a key role in accessing and coordinating this 
support.   
 

Local case studies  

Client A sells contracting services to utility companies including trenchless services,  
pipeline design, construction , repair  and maintenance,  and  cable duct construction 
services.  Based in Falkirk the company employs around 30 staff and is a Council 
business property tenant. The company was looking to expand and contacted The 
Council about a funding support sources  – Business Loans Scotland.  This led to 
engagement with Business Gateway and further support of a £100k loan, ERDF 
Expert Help with finances, IT and Procurement support.  The company  was eligible 
for the Growth Pipeline support under Business Gateway and were also able to 
access additional  Scottish Enterprise products.  Expansion and creating up to 30 
new jobs required further HR support and the need for additional lease discussions 
with the Council where agreement was reached to expand next to their existing site.      
 
Client B is a new start up business in Falkirk resulting from a farm diversification 
project.  Three timber camping pods have been built on woodland near their farm. 
The business engaged with Business Gateway for support with preparation of a 
business plan and introductions to the LEADER team and the Planning Service of 
Falkirk Council were made. LEADER funding was accessed for capital costs and the 
business was eligible to access the Business Gateway early stage growth program of 
support.  This enabled additional specialist support from HR advice and potential 
ERDF Expert Help for marketing.  The client will also access one to one consultancy 
support via the DigitalBoost Program with their website.  The business has also been 
introduced to key contacts at Visit Falkirk and Visit Scotland and is now engaged with 
a range of tourism support. 
  
Client C is an existing business that specialises in bookbinding as well as book and 
paper conservation. Customers include UK libraries, universities, heritage bodies 



including museums and regiments. Management from the company contacted 
Business Gateway in 2017 looking for support to modernise and turn around the 
business – recognising that current  markets were in decline.  The company was 
eligible for Growth Pipeline program and accessed specialist assistance with 
innovation, marketing, internationalisation and a manufacturing review. Despite all 
efforts to diversify products and expand client base the company was badly affected 
when a major client (The British Library) failed to place any orders for 3 months. This 
caused a serious shortage of cash within the business.  The company applied to 
Falkirk Council for Hardship Relief on their rates and this was awarded for 2 years to 
safeguard 30 jobs.  
 
 
 
July  2018 


