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

The following table which shows spend on Business Gateway by Shetland Islands Council since 
transfer of Business Gateway related obligations. 
 

Financial Year Spend (£) 

  

2009/10 132,769 

2010/11 134,705 

2011/12 164,506 

2012/13 143,247 

2013/14 129,664 

2014/15 181,402 

2015/16 157,185 

2016/17 159,154  

2017/18 153,683 

2018/19 185,511*  

 
*Budget/projected spend.  
 
2. Details of mechanisms in place to determine quality assurance 
 
Business Gateway nationally has arrangements in place with research agency Progressive 
which undertakes frequent research, which includes Business Gateway Shetland.  These 
results are fed-back regularly and provide a useful evaluation of aspects of service 
performance and, thus, quality assurance.  Where any perceived issues of concern are raised 
through this process, necessary action is taken to address that.   
 
All advisers and front-line staff have, in addition to vast experience in dealing with businesses 
development projects, one of the approved qualifications listed below.  
 

 Premier Adviser - ILM Diploma in Business Advice and Counselling 

 Small Firms Enterprise Development Initiative (SFEDI) Level 8 Diploma in Enterprise 
Support 

  



 
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 
 

Business Gateway management at COSLA is responding on behalf of the network on this 
point in detail.  The following customer feedback however provides an indication of the 
positive impact associated with the work of the Business Gateway service in Shetland:  
 

 “Rene is a pleasure to talk to, so knowledgeable in his field of work, offered us so 
much, great advice” Brian Leask – t/a Seabirds and Seals. 
 

 “Professional service, well presented in a helpful, friendly manner”. Brenda 
Laurenson - JWG Shetland. 

 

 “I found Business Gateway Shetland to be both accessible and informative.  The 
information from the advisers is sometimes challenging, but always useful” Luke 
Holt – Greencroft Ltd. 

 

 “Business Gateway provided me with structure, advice and the opportunity to 
develop my love of weaving into a business which I can call my own”.  Morwenna 
Garrick – Morwenna Garrick Textile Design. 

 

 “I would like to express my gratitude to Business Gateway and in particular to Mr 
Jeffrey Gaskell for a very professional assistance in drawing up my business plan 
for the Family Dental Clinic.  Your help was second to none”.  Michael Rylko – 
Family Dental Clinic. 

 

 “Business Gateway has been an invaluable service to me as I was matched with a 
great business adviser who has supported me throughout the growth of my 
business.  I would not have been able to make my vision come to life without 
Business Gateway’s help”. Natalie Cairns-Ratter – The Shetland Tannery. 

 

 “I had a very positive experience in dealing with Business Gateway in the 
establishment of my business.  Jeff Gaskell, the business adviser, visited me on 
Unst to talk through a number of issues relating to establishing a business and 
answered all the questions I had relating to starting up, which set me on the right 
track”. Victoria Mouat – Victoria’s Vintage Tea Rooms Limited. 

 

 “I established my business after completing the First Steps Into Business course 
several years ago, so was aware of what Business Gateway could offer.  After 
developing my studio, I need to investigate business tax and insurance issues, so 
got in touch.  A meeting was set up with an adviser within a week and I was given 
lots of useful information on the legal side of my business”. Melissa Mullay – 
Lottie’s Laft. 

 

 

  



Additionally, the following information is based on study feedback from Business Gateway 
Shetland activity research gathered by Progressive Limited: 

 91% customer satisfaction: users of the service who are extremely or very satisfied. 

 100% of those attending our workshops got everything, or most of, what they 

wanted 

 80% of those attending our workshops were extremely, or very, satisfied 

 90% of those contacting our office found it very easy to do so and 80% easy to speak 

to a relevant person who could support their enquiry 

 90% of our Business Gateway Shetland staff were rated as very good and 10% quite 

good at being helpful to enquirers 

 100% of enquirers found our business information very useful 

 83% of our enquirers found and appointment with an adviser very useful and 17% 

quite useful 

 100% of our users found got everything, most or some of what they wanted from 

Business Gateway Shetland (78%, 11% and 11% respectively) 

 

 

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. 
 
Business Gateway Shetland is based in the offices of Shetland’s Economic Development 
Service in central Lerwick and is presented as a separately branded national service in line 
with the established Business Gateway style.  
 
The services is linked to the national CRM system which enables local enquiries made to the 
national service to be efficiently routed to the Council for relevant action.  It is also staffed 
locally during business hours so that personal callers, email and direct telephone enquiries 
may be dealt with timeously.  Front-line manning of the service locally is handled by a team 
of Economic Development Managers from the Council’s Economic Development Service who 
operate either in a ‘duty’ or ‘reserve’ role as part of a planned roster.  In that sense, the direct 
management of the service is handled ‘in-house’. The office base is easily accessible and 
generally easy to locate and this is backed up by a service website as part of the overall Council 
Internet presence. 
 
Some flexibility is built in, so when necessary, staff can visit clients in all areas of Shetland on 
an outreach basis.   The service also undertakes promotional and outreach training work 
from time-to-time, with sessions undertaken within the last year on the extremely remote 
islands of Fair Isle and Foula (population 55 and 33 respectively). 

  



Business Gateway Shetland Advisors 
 
Shetland Islands Council uses three advisors for Business Gateway consultancy work.  The 
advisors are employed to engage with approved clients on an outsourced, framework basis.  
The combination of skills and experience held by the advisors provides a valuable tool in 
allowing for virtually all business consultancy requirements placed on the service to be dealt 
with directly.  In this respect, this element of the service is outsourced.   
 
Business Gateway Shetland advisers have proven very reliable and quick-acting in contacting, 
liaising with and supporting clients take forward business development projects, backed up 
by independent and very positive feedback.  Meeting with clients is offered at any mutually 
convenient time (including out of normal business hours) and at a location which best suits 
the client and project.  Advisers use a wide combination of communication means including 
video-conferencing/skype where required.  
 
Business Gateway Shetland Adviser Profiles: 
 
Diana Abernethy - Diana Abernethy joined the Business Gateway in 2010. She has worked for 
a local economic and business consultancy firm for over 12 years and has supported clients 
from a number of different industry sectors including aquaculture, childcare, food and drink, 
IT, tourism, textiles and retail.  She is also involved in the day-to-day running of a small 
business and has direct experience of the complexities this can involve. Her specific areas of 
interest include business planning and development, finance and HR. Diana holds a BA (Hons) 
in Business Studies, a Pg Dip in Local Economic Development and a Diploma in Business Advice 
and Counselling. 
 
Jeffery Gaskell - Jeffery Gaskell originally trained in landscape architecture, working on 
projects in UK, US and Oman. In 1995, Jeff made the move into urban economic regeneration 
which included concentrating on projects in both commercial and social enterprise 
development. Jeff moved to Shetland in 2008 and became a Business Gateway adviser and 
trainer in 2009. He has been involved in over 1,000 start-ups, offering a general, but strategic, 
approach, encouraging and supporting managers with the knowledge to keep their business 
trading and thriving. Jeff has extensive knowledge and experience of quality management 
including ISO9001 implementation, intellectual asset management, Youth Business Scotland 
and PRIME support programmes and presentation of our First Steps into Business course. 
 
Iain Muir - Iain Muir specialises in giving marketing and other business advice and has been 
with Business Gateway since its inception in Shetland in 2009. With a background in the 
private sector he continues to work in a number of small businesses having previously worked 
in the veterinary pharmaceutical industry where he had responsibility for multimillion pound 
sales and marketing divisions. 
 
Iain has provided an advisory and consultancy service to clients of both Business Gateway and 
Highlands and Islands Enterprise in all business sectors across the Highlands and Islands area 
for 20 years. He has chaired his local community development company since its formation 
and works with his wife on their pottery and visitor accommodation businesses. A Premier 
Adviser he is also a member of the Chartered Institute of Marketing and of the Royal College 
of Veterinary Surgeons. 
 



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

your local authority. 
 

Shetland Islands Council aims to improve economic opportunities in Shetland. To achieve 
this aim a range of measures are in place to support people and businesses to develop ideas 
into commercial reality.   This is done on the basis that a prosperous place needs to remain 
competitive by making the changes necessary to generate wealth, to keep people in work 
and provide economic security for the local community.  

The Business Gateway function dovetails closely with this philosophy, in that the knowledge, 
skills and information passed onto people and businesses in the community helps to ensure 
better quality and considered business development projects can progress – be it a new 
start, fledgling business or business growth client.  

A number of support mechanisms have been operated by Shetland Islands Council since 
2008, which have covered the period in which the Business Gateway service in Shetland has 
been run by the Council, designed to stimulate economic development in Shetland.  In 
general these are allied to Scotland’s Economic Strategy in that projects supported are 
linked to sustainable economic growth.   Some of these have supported the development of 
Business Gateway client projects.  

There are 2 financial support schemes currently operated by Shetland Islands Council’s 
Economic Development Service which are: 

 Economic Development Grant Scheme. Through the Economic Development Grant 
Scheme, financial assistance is provided to assist applicants with the costs related to 
developing projects, where these projects meet key eligibility criteria and will result 
in extensive local benefits.  New start and growth businesses are eligible.  
 

 Loans and Commercial Investment Measures – Shetland Investment Fund. The fund 
can provide commercial finance to new and growing businesses in the Shetland 
Islands. The purpose of this Council service is to ensure that good, commercially 
viable proposals do not fail from a lack of access to finance.  The Council aims to 
encourage and support the creation, development and growth of businesses within 
the local authority area. Loan applications will be assessed against key eligibility 
criteria and proposals must demonstrate that they will contribute to, and 
strengthen, the local economy in terms of jobs, growth and other benefits. 

 
The Council also manages and administers: 
 

 Shetland Fisheries Local Action Group (FLAG) – A partnership of local fisheries, 
aquaculture and public sector representatives in Shetland. Its principal role is to 
deliver support to fishing communities in Shetland, in partnership with Marine 
Scotland, by implementing a local development strategy. It manages a funding 
budget for Shetland by assessing and recommending projects that best meet the 
needs of the Local Development Strategy. It makes project funding 
recommendations to Marine Scotland who will make the final decision on funding 
awards. 



 

 Shetland LEADER programme - The Shetland LEADER Programme Local Action Group 
(LAG) is made up of partner organisations representing economic, environmental 
and community interests in Shetland. The partners work together to oversee the 
development and implementation of the LEADER Programme in Shetland. 
 

Relevant links to further information on policy and financial support mechanisms: 

Shetland Islands Council's Economic Development Policy statement which covers the period 
2013-2017 can be viewed here: 

http://www.shetland.gov.uk/economic_development/documents/EconomicDevelopmentP
olicyStatement201317FINAL.pdf 

 

Shetland Islands Council’s draft Economic Development Service strategy 2018 – 2022 may 
be viewed here: 

http://www.shetland.gov.uk/economic_development/documents/EconomicDevelopmentDr
aftStrategy2018-2022.pdf 

 

Shetland Economic Development Grant Scheme conditions may be viewed here: 

http://www.shetland.gov.uk/economic_development/documents/EconomicDevelopmentGr
antScheme2013-2017.pdf 

 

Shetland Islands Council’s Loans and Commercial Investment Measures – Shetland 
Investment Fund conditions may be viewed here: 

http://www.shetland.gov.uk/economic_development/documents/ShetlandInvestmentFund
LendingPolicyandGuidelines130217.pdf 

 

Highlands and Islands Enterprise Operating Plan 2018 – 2019: 

http://www.hie.co.uk/common/handlers/download-document.ashx?id=51616c45-f432-
480b-839e-687e24d0f471 
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