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1. Introduction 

1.1 Introduction 

 Business Gateway is a publicly funded service providing access to free business 

support / impartial advice to start up and existing businesses in Scotland  

 In their respective geographic areas, Scottish Local Authorities are responsible for 

the delivery of Business Gateway services across Scotland. The services provided by 

the Business Gateway have evolved in response to the prevailing economic 

conditions, in particular the recession, and to the needs of local economies. The 

core BG services are: 

 support for start-ups and 

 support for existing and growing businesses. 

 Since October 2012, these core services have been supplemented by the 

introduction of local services, which support a range of services tailored to local 

economic circumstances and which have evolved in response both to a previous 

evaluation of the service and to the challenges presented by the recession. There 

has also been a consistent move to integrate Business Gateway services more with 

mainstream Council services in economic development, planning and building 

control to provide a more coherent offer to businesses.  

 This document provides guidance on the services and operation of Business 

Gateway. It is intended as a framework to guide Local Authorities in the local 

delivery of the Business Gateway, and seeks to balance the need for a degree of 

national consistency with the flexibility necessary for effective delivery at the local 

level.   The National Service Specification will take effect from 1st April 2017. 
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 A set of Programme Rules covering operational detail for the effective management 

and delivery of the service will be produced by the Business Gateway National Unit 

based on the direction set out in this Service Specification. 

The Programme Rules should be used in conjunction with the Service Specification 

to deliver the service.   

The Programme Rules consist of a series of live documents set out in logical 

sections, which will be subject to regular review and update. 

Each time updates are made the BG Operational Network will be notified and 

supplied with an updated version.  Up to date copies of all documents will be 

published on the BG Knowledge Hub: http://hub.bgateway.com/programmerules 

From 1st April 2017 the Sections and Appendices will include: 

Section Name 

00 Index 

00.1 Definitions and Abbreviations 

00.2 Responsibility Charts 

01 Introduction 

02 Delivery Roles and Responsibilities 

03 Marketing 

04 Website 

05 National Marketing Communications 

06 Customer Service and Complaints 

07 Enquiry Service 

08 Events 

09 Advisory Support 

10 Systems 

11 Data Recording 

12 Targets and Reporting 

13 Data Protection and FOI 

14 ERDF 

Appendix Name 

01 Customer Enquiry Journey 

02 Stakeholder and Partner List 

03 Online Business Guides 

04 Business Plan Template 

05 Equal Opportunities Form 

06 Data Protection Statement 

07 Compliance Test Documentation 

08 BG and HIE Protocols 

09 Case Study Pro-forma 

10 Business Processes 

11 Quality Assurance Survey 

http://hub.bgateway.com/programmerules
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12 Client Monitoring Survey 

13 Event Feedback form 

14 workshop Catalogue 

15 Segmentation Referral Questions 

16 Registration Form 

17 Brand Guidelines 

 

1.2 Strategic Context 

 The Scottish Government has made clear its commitment to developing a strong 

and sustainable economy in Scotland.  Economic development activity is guided by 

the framework provided in the Scottish Government Economic Strategy (2015). This 

framework sets out four key priorities: 

 an economy where growth is underpinned by long-term sustainable 

investment in people, infrastructure and assets; 

 an economy where growth is based on innovation, change and openness to 

new ways of doing things; 

 a society that promotes inclusive growth and creates opportunity through 

a fair and inclusive jobs market and regional cohesion to provide economic 

opportunities across all of Scotland; and  

 a country with an international outlook and focus, open to trade, migration 

and new ideas. 
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Figure 1.1: Scottish Government Economic Strategy (2015) 

 

 This is the strategic context in which the Business Gateway operates, and the 
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Business Gateway service.   
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 inefficiencies in the market for information on business start-up and 

growth – including how to access business support; and  

 inefficiencies in the market for business support. In the markets served by 

Business Gateway, the level of commercially-provided advisory support 

from the private sector is not sufficient to address Scotland’s low business 

birth-rate and the lack of business growth. 

 In addition to addressing these market failures, Business Gateway has an important 

role to play in promoting an entrepreneurial culture within Scotland and 

stimulating awareness of, and demand for, business support services (both public 

and private sector) among Scotland’s business base. 

 Thus, Business Gateway can be considered to have the following objectives: 

 to provide high quality advice and support to new start and existing 

businesses; 

 to support the creation of new and sustainable businesses; and 

 to improve productivity and support the survival and growth of existing 

businesses.  

 Progress against these objectives will be measured through the Business Gateway 

Performance Monitoring Framework (PMF), described in Section 6.   

1.4 Business Gateway Key Principles 

 In February 2016 a group of eight key principles guiding the delivery of the Business 

Gateway service were agreed between Mr Fergus Ewing MSP (Minister for Energy, 

Enterprise and Tourism) representing the Scottish Government, and Councillors 

Stephen Hagan and Lesley Laird, representing Scottish Local Authorities.  

 The principles were endorsed by both sides, with Local Authorities responsible for 

ensuring at these principles are implemented.  The eight key principles are: 
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1. Local Authorities are responsible for local economic development and 

Business Gateway is a key element of the support they provide to 

businesses. 

2. Businesses across Scotland can expect a consistent start-up service and a 

consistent growth advisory service.  These core services are complemented 

by local services, designed by local authorities responding to the needs and 

opportunities of their local business base.  

3. Business Gateway will be well integrated with other local authority services 

impacting on business to ensure that businesses get the information they 

need to set up and flourish. 

4. Business Gateway will ensure its services are accessible, making best use of 

digital technology.  

5. Business Gateway is a key part of the economic development landscape 

and will operate in a joined up way with the range of other organisations 

offering business support with a particular role in signposting businesses. 

6. Local authorities across Scotland will continue to use the Business Gateway 

brand within agreed guidelines.  

7. Business Gateway will engage with businesses and their representative 

organisations to ensure they are responsive to business needs. 

8. The governance structure and accountability of the Business Gateway will 

be clear and effective at the local authority level and at the national level.   
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2. Delivery Model 

2.1 Introduction 

 This section outlines the delivery model for Business Gateway, and covers issues 

relating to the governance of the service as well as the roles and responsibilities of: 

 Local Authorities (or their Business Gateway contractors); 

 Business Gateway Enquiry Service (BGES) and website; and 

 Business Gateway National Unit (BGNU).  

2.2 Governance 

 The governance arrangements for the Business Gateway are being finalised, and 

will be updated once this process is complete.  There is political accountability for 

Local Authorities at local level through their Councils and relevant Committees. 

However, in addition, governance for Business Gateway is likely to involve a 

combination of the following: 

 a mechanism for providing strategic guidance for the service (a Board), and 

for communicating with the Scottish Government and other national 

strategic partners. This is likely to include representation from a sample of 

Local Authorities at political and/ or officer level;  

 a mechanism for co-ordinating operational delivery issues across Local 

Authorities reporting into the above. This is likely to comprise a sample of 

Service Managers from Lead Local Authorities; and  

 a mechanism for the engagement of key delivery partners and external 

stakeholders to the service including but not limited to the Enterprise 

Networks.  
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2.3 Local Authorities 

 Business Gateway is a branded national service. Local Authorities are responsible 

for the delivery of Business Gateway, including staff employment and management 

and compliance with relevant legislation.  To make the management and delivery of 

the services more efficient and gain best value for money a number of Lead Local 

Authorities have been appointed. There is a full list of these Lead Local Authorities 

and the areas they cover on the following pages. 

 The Service Manager within the individual Lead Authorities is responsible for 

managing Business Gateway locally. Their responsibilities include specifying the 

service configuration locally, performance monitoring, paying contractors where 

appropriate and supporting the BGNU to undertake the functions described below, 

including reporting on service performance. 

 On behalf of the relevant local authority, this responsibility includes: 

 management of the service in line with the Business Gateway Service 

Specification; 

 where delivery of the service is contracted out: procuring and awarding a 

contract; 

 where the delivery of the service is ‘in-house’: ensuring appropriate 

arrangements are in place and delivery complies with Local Authority 

policies; 

 specifying the requirements for local services; 

 managing the overall performance of the service;  

 identifying specific Business Gateway targets locally; 

 being the first point of contact for providers on any issues relating to 

Business Gateway activities; 

 monitoring performance, best practice and ongoing development to reflect 

economic conditions;  

 where delivery of the service is contracted out: making payments to 

providers in line with agreed payment model; 
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 where delivery of the service is contracted out: monitoring and auditing of 

CRM evidence required to back up invoice claims; 

 where delivery of the service is in-house: monitoring and auditing of CRM 

evidence required to support reporting against targets; 

 ensuring data integrity compliance of CRM entries; and 

 management of performance and reporting on European funded projects. 

Table 2.1: Lead Local Authorities - Highlands and Islands 

Contract Area Lead Authority Areas Covered 

Argyll & Bute Council Argyll & Bute Council Argyll and Bute 

Council 

Highland Council Highland Council Highland Council 

Moray Council  Moray Council  

Orkney Islands Orkney Islands Orkney Islands 

Outer Hebrides (Comhairle 

nan Eilean Siar) 

Outer Hebrides 

(Comhairle nan Eilean 

Siar) 

Outer Hebrides 

(Comhairle nan 

Eilean Siar) 

Shetland Islands Shetland Islands Shetland Islands 

North Ayrshire Council North Ayrshire Council Arran 

Cumbrae 
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Table 2.2: Lead Local Authorities - Lowland Scotland 

Contract Area Lead Authority Local Authorities 

Covered 

Aberdeen City & Shire Aberdeenshire Council Aberdeenshire 

Council 

Aberdeen City 

Council 

Ayrshire North Ayrshire Council North Ayrshire 

Council 

East Ayrshire Council 

South Ayrshire 

Council 

Borders Scottish Borders Council Scottish Borders 

Council 

Dumfries & Galloway Dumfries & Galloway 

Council 

Dumfries & 

Galloway Council 

Dunbartonshire West Dunbartonshire 

Council 

East Dunbartonshire 

Council 

West 

Dunbartonshire 

Council 

Edinburgh & Lothians City of Edinburgh Council City of Edinburgh 

Council 

West Lothian 

Council 

East Lothian Council 

Midlothian Council 

Fife Fife Council Fife Council 

Forth Valley Falkirk Council Falkirk Council 

Stirling Council 
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Clackmannanshire 

Council 

Glasgow Glasgow City Council Glasgow City Council 

Lanarkshire North Lanarkshire Council North Lanarkshire 

Council 

South Lanarkshire 

Council 

Renfrewshire Renfrewshire Council East Renfrewshire 

Council 

Renfrewshire 

Council 

Inverclyde Council 

Tayside Dundee City Council Dundee City Council 

Perth & Kinross 

Council 

Angus Council 

 

2.4 Nationally Delivered Services 

 The Business Gateway service is delivered through a combination of national and 

local elements. The nationally delivered elements are as follows:  

 Business Gateway Enquiry Service (BGES), which is delivered by Scottish 

Enterprise’s Enquiry, Research and Fulfilment Service (EFRS), and is 

delivered as part of a Partnership Agreement with SE which is managed and 

monitored by the BGNU on behalf of the Local Authorities. The BGES is one 

of the principal points of contact for all enquiries generated by national 

marketing campaigns (through the national number). It acts as a customer 

helpline which includes handling customer enquiries, providing information 

at first point of contact if possible and then passing enquiries to local 

providers through the Customer Relationship Management (CRM) system. 
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It also provides a range of support services to Business Gateway local 

providers. The BGES functions include: 

o handling enquiries by phone and e-mail; 

o providing business information using a dedicated team of 

information officers 

o operational reporting, including monthly performance reports;  

 Business Gateway website (www.bgateway.com), managed by the BGNU. 

The website is the principal digital platform for Business Gateway and will 

be used on all national and local marketing material. It provides a wide 

range of information, advice, guides, local and national information and 

tools that customers can access on a self-service basis and/or as directed by 

their adviser; and 

 Business Gateway Event Management System (EMS) has recently been 

reviewed and a new improved system was launched in March 2016.  The 

aim is for this and the website to be fully integrated with the CRM System. 

The website (bgateway.com/events) is the principal platform for Business 

Gateway event listings and will be used on all national and local marketing 

materials both online and offline. Local Authorities must ensure that all 

information relating to local events and training workshops are kept up to 

date on the BG EMS and that key partners (such as the BGES) are kept fully 

informed of all activity through the nominated liaison officers. 

Business Gateway National Unit 

 The BGNU supports Local Authorities in the delivery of Business Gateway services 

and is responsible for the following national activities: 

 national and local marketing; 

 quality assurance; 

 Business Gateway website, EMS and national social media channels; 
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 performance monitoring and reporting;  

 management of the CRM system; and 

 research and new product/ service development.  

 The BGNU also performs the following functions: 

 supporting Local Authorities; and 

 maintaining and strengthening links with partner organisations, wider 

stakeholders, media and Business Gateway Operational Network; and 

 co-ordinating nationally delivered services.  

 Particular activities of the BGNU which support delivery of local services are listed 

below. 

National and Local Marketing  

 national and local marketing (marketing strategy, digital marketing 

strategy, social media strategy); 

 managing creative media and public relations agency contracts; 

 managing the National Communications Plan, in partnership with the 

Business Gateway Service User Group; 

 managing the Customer Contact Management Strategy (the Business 

Gateway e-zines and delivery of a National Aftercare Programme);  

 developing local and national media campaigns; and 

 liaising with the national marketing sub-group which has wider Lead 

Authority representation and which provides input on operational issues 

associated with the above. 

Quality Assurance 

 managing the contract for the delivery of Quality Assurance activity; 

 reviewing national and local Quality Assurance results with Lead Authority 

Managers: 

 identifying and resolving any issues (with Lead Authorities and the Business 

Gateway Enquiry Service (BGES) – see below for details); and 
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 co-ordinating the Research & Customer Insight subgroup1 which has wider 

Lead Authority representation and which provides input on operational 

issues associated with the above. 

Performance Monitoring and Reporting 

 gathering data via the Customer Relationship Management (CRM) system 

(and occasionally also through the BGON/the BGES); 

 monitoring and reporting on service provision; 

 reporting national performance results to the Business Gateway Board, 

COSLA, the Business Gateway Operational Network (BGON) and media 

(where appropriate); 

 meeting regularly with Lead Authority Service Managers to understand 

local issues. 

Management of the CRM system 

 managing the CRM system; 

 liaising with Scottish Enterprise on future development of CRM; 

 

Research and New Product/ Service Development   

 commissioning specific research (marketing, quality assurance); 

 providing additional research support;  

 co-ordinating survivability monitoring and reporting; and 

 supporting and encouraging providers to bring forward ideas for pilot/ 

dissemination through BGON/ Lead Authority Service Managers. 

Partner & Stakeholder engagement 

 managing engagement with key stakeholders; 

 managing partnership agreements with the Enterprise Agencies and other 

strategic partners; 

 providing updates on partner initiatives or products; and, 

 monitoring and reporting performance of the BGES against target. 

                                                      
1 Formerly named Quality Assurance subgroup  
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3. Business Gateway Services 

3.1 Introduction 

 This section sets out the key Business Gateway services provided by Local 

Authorities (either directly via in-house resources or contracted out to a third 

party). In light of the need for Local Authorities to have the flexibility necessary to 

support effective local delivery, the framework specifies these services at a high 

level. Delivery arrangements and targeting of activities (e.g. to key sectors) is a 

matter for local discretion. Detailed guidance on how to deliver the service and 

record activity consistently is given in the Programme Rules.    

3.2 Service Overview 

 There are four key service areas which together form Business Gateway. The four 

areas are:  

a. Start-Up Advisory Service (core service);  

b. Existing and Growing Businesses Service (including Growth Pipeline) (core 

services);  

c. Business Gateway Local Services; and 

d. Additional Services Funded by ERDF (not available in all areas). 

 Business Gateway will also work in partnership with other public and private sector 

providers to ensure that:  

 Business Gateway services are firmly embedded as the local point of 

contact for accessing public sector business support where possible; and 

 referral arrangements are put in place with those private and public sector 

deliverers of support involved with pre-enterprise, start–up and business 

development.  
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Core Service: Start-Up Advisory Service 

 The Start-Up Advisory Service covers pre-start, start-up and early stage support for 

new businesses. The principal components of the Start-Up Advisory Service are:  

 start-up guidance and information provided via the website and the 

Enquiry Service;  

 one-to-many events and training workshops (based on a core catalogue of 

workshops specified in the Business Gateway Programme Rules); and  

 one-to-one advisory services provided by Business Gateway advisers.  

 It is expected that one-to-one advisory services will be focussed on those start-ups 

which are capable, with the support of Business Gateway, of achieving stronger 

rates of growth.  Services here will be agreed between the Business Gateway 

adviser and the client. Those with lower growth potential will be mainly supported 

through the Business Gateway website and/ or one-to-many workshops, although 

this is a matter for local discretion.  

 The minimum number of workshops to be delivered will be determined and 

managed locally. Additional training workshops may be provided via Business 

Gateway Local Services (see below) and specified by the Local Authority as and 

when required.  

 The Start-Up Advisory Services are supplemented by Business Gateway Local 

Services (see below). 

Core Service: Existing and Growing Businesses Service   

 The principal components of the Services for Existing and Growing Businesses are: 

 business guidance and information provided via the website and the 

Enquiry Service;  

 one-to-many events and training workshops (based on a core catalogue of 

workshops specified in the Business Gateway Programme Rules); and  

 one-to-one advisory services provided by Business Gateway advisers 
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 The Existing and Growing Business Service makes nominated one-to-one adviser 

support available to the customer to help them achieve their business objectives. 

For some existing businesses, these may be simply to sustain activity and 

employment in challenging markets while others will be forecasting growth.   

 Support will be based on client needs, and for those targeting growth, an Action 

Plan will be developed and agreed between the Business Gateway adviser and the 

client.  

 At any stage, customers may also be referred to other local support provided by the 

Local Authority, other partner organisations, or to the Business Gateway website or 

Enquiry Service. Referrals to other organisations should be encouraged where this 

is complementary to the Business Gateway adviser support. In particular, it is 

expected that Business Gateway will continue to refer clients to Scottish Enterprise 

and Highlands and Islands Enterprise for account management and other support, 

although there is no longer a requirement for this to be a payment point for 

contractor payments.  

 Additional services may be available to existing businesses under Business Gateway 

Local Services (see below). This may be local services responding to specific issues 

or short-term needs e.g. sustainability and recovery assistance. 

 Where training workshops are provided (again from the core catalogue outlined in 

the Programme Rules), the minimum numbers to be delivered will be determined 

and managed locally. Additional training workshops may be provided via Business 

Gateway Local Services (see below) and specified by the Local Authority.  

 Growth Pipeline support is also available to those clients with the potential to 

progress to the account management services within the Enterprise Agencies. This 

constitutes adviser support outlined in an agreed Action Plan, and connected to 

other support products available via the Enterprise Agencies. Clients’ suitability for 

Growth Pipeline is dictated by criteria (growth thresholds) agreed with the 

Enterprise Agencies as outlined below.    
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Local Services 

 In addition to the core services outlined above, the Business Gateway Local Services 

package provides Local Authority designed services which complement but do not 

duplicate existing Business Gateway national services. This is a core principle which 

should guide the development of all Business Gateway Local Services.  

 The purpose of this element of the service is to ensure that Business Gateway 

services are able to:  

 respond quickly and appropriately to changes in the needs of the local 

business base; and 

 accurately reflect the specific pressures felt by local businesses. 

 Such responses are most efficiently designed and implemented at the local level by 

Local Authority Service Managers and partners. In the current economic climate, 

with market conditions for both start-up and existing businesses likely to remain 

challenging over the short to medium term, it is anticipated that a core common 

feature of Business Gateway Local Services will be interventions designed to 

support the survivability and sustainability of local businesses.  

 These interventions are likely to include, inter alia:  

 Business Gateway recovery/ sustainability advisory support;  

 expert help or specialist support;  

 localised bespoke training workshops; and/ or  

 networking events to inequality groups including promotion and delivery of 

a Culture of Enterprise agenda. 

ERDF Funded Services 

 In addition to the core and local services outlined above, Local Authorities have 

applied for ERDF funding to provide additional services to complement their 

existing Business Gateway service.   
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 At the time of writing these services are still in development. This document will be 

updated with more information when it is available.   

3.3 Aftercare 

 Aftercare is a crucial part of the Business Gateway service.  Customers have 

indicated that they value an ongoing relationship with their local BG area and 

adviser and that this relationship should be instigated by BG. 

 The BG National Unit provides a national aftercare programme through the 

provision of regular e-zines and appropriate e-mails to clients who have expressly 

signed up to receive communications.  The national aftercare programme 

comprises of: 

 A bi-monthly national e-zine 

 An email satisfaction tracking survey (emailed to new BG contacts two weeks 
after initial contact with the service) 
 

 Contact from local offices is often seen as more important by clients as it provides a 

more personal, locally tailored approach.  Care must be taken not to duplicate the 

efforts of national / local aftercare or confuse clients.   

 Communication with clients does not need to be intensive; contact by telephone, e-

mail or text is sufficient perhaps at key milestones in their business.  It should 

inform clients of the support that is available to them at different stages in their 

business life cycle.   

3.4 Segmentation 

 It is clear that many authorities consider a highly segmented approach to service 

delivery to be overly restrictive. As a result, the previous segmentation model is no 

longer fit for purpose. Instead, the service will focus on (as outlined above): 

 support for start-ups; and 

 support for existing and growing businesses.  
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 The nature and intensity of the support provided will be determined by client 

needs, and the potential for economic impact, hence the expectation that those 

offering higher growth potential will typically receive more intensive support.   

 Local authorities can continue to report against the number of clients working to an 

agreed Action Plan, and against key outcome measures (as detailed in Section 6).  

However, there is not a requirement for clients to meet predetermined growth 

thresholds, except where these exist for specific support products provided by 

other partners.    

 In particular, Growth Pipeline and Account Management support is available only 

to clients that meet the eligibility criteria agreed in partnership with the Enterprise 

Agencies. While these may be subject to change in the future, at the time of writing 

these criteria were: 

 for the Scottish Enterprise area: clients with the intent to grow turnover by 

£400,000 or more within three years; and  

 for the Highlands and Islands clients with the intent to grow turnover by 

£200,000 within three years.   

Further guidance on segmentation and Enterprise Agency criteria can be found in 

the Programme Rules. 

3.5 Events 

 Free events are a key Business Gateway service which enable large numbers of 

customers to access information and training on important business topics. 

 The term “event” covers a wide variety of the free services which Business Gateway 

provides to customers in group settings in local areas, including training workshops, 

events, and masterclasses. 

 Events are often the first point of engagement that customers have with the 

Business Gateway service, provide a valuable service to customers, and provide 
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local areas with a pool of prospective customers who could potentially access and 

benefit from additional services.   

 All individuals and businesses based within a Local Authority area of operation may 

access any Business Gateway event free of charge.   

 Most ‘first point’ contact from customers interested in accessing workshops will 

come via the Events section of Business Gateway website, the BG Enquiry Service, 

or by a direct enquiry at a local Business Gateway office. 

Roles & Responsibilities 

 Lead Local Authorities are responsible for the operational arrangements and 

delivery of events in their respective areas, and are supported in the delivery by the 

National Unit. 

 The National Unit’s responsibilities include: 

 Provide and maintain a national Event Management System 

 Develop and maintain a current & relevant workshop catalogue  

 Collate and report nationally on the numbers of workshops and attendees 
 

 The Lead Local Authority’s responsibilities include: 

 Ensure appropriate delivery arrangements are in place, either through the 
procurement and award of a contract or provision of appropriately qualified 
staff 

 Ensure that trainers delivering events have appropriate skills, qualifications / 
accreditation, and experience 

 Ensure that workshops deliver the learning outcomes detailed in the workshop 
catalogue 

 Develop a forward operating plan of event dates and topics`, based on local 
customer demands 

 Provide administration support to ensure that workshops are added to the 
Event Management System and bookings are managed appropriately 

 Ensure that events are delivered in appropriate venues and are easily accessible 
to all members of the public 

 Recording customer feedback after the delivery of the event  

 Report on local performance of events and number of attendees 
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Event Management System (EMS) 

 The National Unit procures and maintains an Event Management System (EMS) on 

behalf of all Business Gateway areas.  The EMS provides areas with the ability to 

organise events and administer customer registrations and attendance.   

 Events organised through the EMS will appear on the Events section on 

www.bgateway.com with customers able to book themselves on and manage their 

own attendance. 

 A new version of the EMS was launched in March 2016.  At 1st April 2017 the EMS 

will not link directly with the Microsoft Dynamics CRM system used to record 

interactions with customers.  Future development work will be undertaken with the 

aim of integrating the two systems.   

Workshop Catalogue 

 A catalogue of training workshops for new start-ups and existing businesses has 

been developed from experience and good practice.  Each workshop is specified in 

terms of learning outcomes it will provide to customers.   

 Local areas can use this content and learning outcomes to deliver workshops 

according to customer demand in their respective areas.   

 There is particular scope within the learning outcomes for those delivering 

workshops to develop innovative training workshops and methods of delivery 

which meet customer needs.   

 Care should be taken to ensure that the delivery of national core and locally 

tailored workshops complement other available services from key partners locally, 

and are agreed in advance of delivery with the Service Manager in the Lead Local 

Authority. 

 The current version of the workshop catalogue was developed in 2012.   

http://www.bgateway.com/
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4. CRM 

4.1 Introduction  

 The purpose of a national CRM is threefold: 

 to support the effective co-ordination of business support across Scotland 

and across providers; 

 to facilitate the sharing of information that enables effective referrals and 

provision of support; and 

 to support the collation of performance data at a national level.   

 In late 2015 the Peoplesoft CRM application was replaced with MS Dynamics CRM. 

The Microsoft Dynamics CRM system has been developed by Scottish Enterprise in 

conjunction with BGNU and will be supported ongoing by Scottish Enterprise and 

EIS (Enterprise Information Systems).  

 This guidance deals with the input requirements for the CRM and details of the 

technical requirements to run the CRM are provided in the accompanying 

Programme Rules and additional training guides / material. 

Each Business Gateway Lead Local Authority area must nominate two members of 

staff to specialise in the CRM system.  One members of staff will act as a Champion 

in accordance with the prescribed ‘train the trainer’ model for CRM.  The CRM 

Champions will be the principal forum for rolling out training and updates on CRM 

processes to other Business Gateway staff, with each Champion being directly 

responsible for ensuring all staff in the Lead Local Authority area are trained and 

using CRM as required for the delivery of BG services.  The nominated members of 

staff will also act as super users and provide a first line of assistance to other 

Business Gateway staff when resolving issues. 
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4.2 Key CRM Inputs 

 Following initial enquiry from a client, a new entry should be set up on the CRM. It 

is the responsibility of the Business Gateway adviser to then maintain an up to date 

record for each client detailing: 

 the growth potential of the start-up or existing business and 

recommendations for future support; 

 the support provided and any relevant referrals (e.g. to SE/ HIE and other 

partners); 

 any relevant plans (e.g. Action Plans) and the forecast outputs; and 

 progress against identified outputs and targets.  

 Each client CRM record should be kept up to date, with all relevant information 

completed following each interaction. The customer should also complete the 

Equal Opportunities Monitoring form and Data Protection Notice, and these should 

be completed and recorded in CRM. 

 At the end of each month, the provider should run reports via CRM to evidence 

Business Gateway’s performance against the measures developed as part of the 

Performance Measurement Framework (see Section 6). 
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5. Marketing 

5.1 Introduction  

 In the recent consultation there was general agreement that marketing of Business 

Gateway should be delivered via a combination of national and local marketing. 

There was also support for Business Gateway as a national brand, albeit one that 

may be aligned with local business support products and brands being developed 

by Local Authorities. This section provides some guidance on the delivery of the 

marketing activity to support Business Gateway.   

 An effective marketing strategy, and its implementation through a partnership 

between BGNU and the Local Authorities / contractors, will be a crucial element of 

the successful delivery of Business Gateway services in the future. The Marketing 

Strategy has seven objectives: 

 promote awareness, nationally and locally, of Business Gateway as the 

prime supplier of business support services, with a particular focus on 

existing/ growth businesses and the added value that the service provides 

for these customers; 

 improve understanding of the services offered and where BG can help; 

 drive people to www.bgateway.com and encourage engagement at either 

national level through BGES or locally through the local offices; 

 generate quality leads to the BGES and local offices; 

 create brand loyalty through ongoing communications; 

 capitalise on the use of digital and emerging technologies and the benefits 

that they can offer; and 

 optimise the use of public funds.  

http://www.bgateway.com/
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5.2 Marketing  

 The marketing budget is held by the BGNU, with expenditure discussed and agreed 

with BGON for ratification by the Business Gateway Board. Any additional 

marketing activity required to support local needs will be negotiated and planned 

with Local Authority Service Managers.  

 The BGNU (marketing team) will lead on all national and local marketing activity 

funded by the national marketing budget, working with the BGON to ensure 

national and local requirements are addressed. This team is responsible for setting 

the strategic marketing direction and developing the tactical marketing plans in 

conjunction with the Marketing Sub-Group. They will also be responsible for the 

Digital Strategy and National Communications Plan. The Marketing Strategy and 

accompanying proposals for budget allocation will be presented to BGON and 

subsequently to the Business Gateway Board for ratification.  

 This approach requires close collaboration, trust and compliance with agreed 

procedures such as the Business Gateway Brand Guidelines.  In order to deliver 

this, the BGNU marketing team will publish an annual marketing strategy and BGNU 

will allocate each local authority area a marketing manager from BGNU who will 

liaise with each local authority Service Manager. The purpose of these meetings is 

to discuss and develop with each Local Authority marketing plans, local 

requirements and to review issues such as lead generation, marketing effectiveness 

and event attendance level. 

Local marketing activity 

 A proportion of the national marketing spend will be allocated to fund local 

marketing activity. This activity will be planned by BGNU with input from Local 

Authority Service Managers. 

 If advertising is being paid for by the national budget then all Brand Guidelines 

should be followed. If advertising is being paid for locally under the Business 

Gateway brand then the same Brand Guidelines should be followed.  It is 
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recognised that local authorities may be required to undertake dual branding.  If 

there is an element of European funding, then European Structural Funds 2014-

2020 Publicity Requirements dictate the European logo must be included in any 

promotional item produced. These same Brand Guidelines should be followed.  The 

inclusion of a local authority logo is at the discretion of each local Authority. 

 Otherwise than where previously agreed with BGNU marketing team, promotion of 

local training workshops and events – other than ‘above the line’ advertising – is 

the responsibility of providers and must be created and approved by the Local 

Authority Service Managers. 

 The BGNU will, in consultation with and agreement from BGON, create, maintain 

and update a marketing toolkit and knowledge hub, providing access to all local 

areas.  Templates for promotional material are available on the BG Marketing 

Toolkit (e.g. press adverts, posters, fliers, leaflets etc.). Key documents and brand 

guidance are held on the BG Knowledge Hub and will be updated as necessary. In 

the interests of efficiency, larger print runs should be paid for from the central 

marketing budget, and should be agreed by Local Authority Service Managers and 

the BGNU marketing team before implementation. 

Branding 

 The Marketing team has created Brand Guidelines as an introduction to the 

Business Gateway brand identity. The Brand Guidelines should be used as a 

reference point when creating all local material. These cover the brand elements, 

which include: 

 brand marque; 

 brand consistency; 

 the wave; 

 iconography; 

 colours; 

http://bg.basebrandmanager.co.uk/index.php?m=base
http://bg.basebrandmanager.co.uk/index.php?m=base
http://hub.bgateway.com/
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 typography; 

 imagery; and 

 literature. 

 Certain brand elements are fixed in the Marketing Toolkit, so cannot be altered or 

replaced, and requirements of individual local authorities for dual branding and 

European Structural Funds 2014-2020 Publicity Requirements are also covered. The 

various design elements such as imagery and layouts are highlighted within the 

document. Please refer to the BG Brand Guidelines. 

 Providers should comply with Business Gateway brand guidelines in relation to all 

communication activities with customers and partners. This includes email (using 

only bgateway.com email addresses), presentations, letterheads and promotion of 

local numbers etc. 

 Promotion in Business Gateway locations is the responsibility of providers in 

consultation with BGNU. However, all materials produced and displayed should be 

created using the Marketing Toolkit, approved by the relevant BG manager and 

should conform to Business Gateway brand guidelines. All assets for local 

promotion can be found in the Marketing Toolkit. 

 All relevant local promotional material should be uploaded to the relevant local 

area section on the Marketing Toolkit and forwarded on to the BGES for reference 

before being used locally. 

 All local signage requests should be referred to the Business Gateway marketing 

team who will liaise with the signage supplier to arrange visits, draft up quotes 

provide visuals for approval and arrange for kit-outs to take place. If new providers 

are appointed in local areas then a full audit of locations and premises will be 

carried out. 
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Social media 

 All local Business Gateway social media accounts, templates and designs remain 

under the management and ownership of Service Managers in the Local 

Authorities. If any changes to delivery take place then username and password 

should be passed to the relevant Business Gateway manager. 

 All local areas should inform the national marketing team which local contacts are 

using the social media channels and which platforms they are using. All local social 

media platforms will be monitored by the national Business Gateway marketing 

team. 

 All areas should comply with the Business Gateway Social Media Policy, as well as 

relevant local policies. This, along with the social media strategies and content 

plans for Facebook, Twitter, Linked In and Google+, can be found on the BG 

Knowledge Hub. 

 All areas should ensure that when events are being communicated via these 

channels that these link through to the relevant bgateway.com webpage of the 

Business Gateway EMS only. No link through to an external website can be 

published. 

 Social Media and Brand Communication information will be available from BGNU 

for all lead contacts in each area. 

 BGNU will populate, monitor and respond to enquiries via all national social media 

channels (including Facebook and Twitter) 

Public relations and communications - external communications 

 National press and related PR activity will be managed through the BGNU 

marketing team and their appointed provider. Local PR activity where undertaken 

should follow brand guidelines. 
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National Events 

 As part of the overall marketing strategy, the BGNU may run national events or 

sponsor/support other appropriate events being run by other organisations. These 

events will be branded as Business Gateway or Business Gateway branding will be 

on display, but will be managed and funded separately from core Business Gateway 

delivery. Such events will be part of the agreed annual marketing strategy. 

 There are a number also a number of events that may be organised at a national or 

local level which can be supported from the national budget, in accordance with 

the Lead Local Authority. It will be part of the general commitment of the providers 

to provide staff for these events.  

PR Case Studies 

 All local areas should compile and submit at least one case study per area per 

calendar month. These should be submitted to the Local Authority Service Manager 

within two weeks of each period end who should in turn submit to the appointed 

PR agency for consideration as press release, advertorial or to feature in national 

campaigns.  

 Whilst the focus of the case studies may change, the emphasis is on identifying 

existing businesses who are receiving “growth” support. 
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6. Performance Measurement 

6.1 Introduction 

 Consultation with Local Authorities indicated a clear wish to move performance 

measurement for Business Gateway more toward outcomes. This aligns both with 

national guidance and the growing focus on outcomes across local public service 

delivery, and allows for a stronger emphasis on the economic benefits of Business 

Gateway.   

 The Performance Measurement Framework (PMF) is to be developed based on a 

logic model approach that specifies the inputs to a service, its immediate outputs 

as well as longer term outcomes and impacts. It builds on the previous approach, 

extending this to identify key outcome and impact measures relating to 

employment and GVA.    

6.2 Business Gateway PMF 

 The purpose of the PMF is to demonstrate the full impact of the Business Gateway 

service and to help Local Authorities to adopt a continuous improvement approach 

to developing the quality of the service. This is proposed as a core framework with 

the potential for Local Authorities to add locally relevant measures as required (e.g. 

to address local strategic priorities). It is also important to note that it is not 

suggested that targets be set against all measures in the framework – this is for 

Local Authorities to decide.  Indicators that the framework should look to include 

are: 

 input measures: resources committed to Business Gateway services 

(financial and human resources); 

 activity measures: number and type of clients supported; number of 

workshops delivered; number of events;  
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 output measures: number of new business starts; number of businesses 

achieving growth; and 

 outcome/ impact measures:  survival rates of new businesses); turnover in 

supported businesses; employment in supported businesses;  

 The suggested PMF approach is DRAFT only at this stage.  It will need to be 

developed to ensure that it accurately captures / records the activities agreed as 

part of this National Service Specification and the accompanying Programme Rules, 

and ensure that reports against individual items suggested in the PMF can be 

delivered through the CRM system. 

Any required change to CRM will be subject to change management control by 

Scottish Enterprise’s CRM team and work plan, so early agreement on the NSS and 

Programme Rules will allow this work to be scoped and progressed, although 

timings may be subject to negotiation.
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6.3 Quality Standards  

There is an expectation that Business Gateway will deliver a high quality service, 

and that minimum quality standards will be met in line with the levels of service 

which customers can expect.  

Performance against these standards will be monitored to ensure that customers 

accessing support from Business Gateway are receiving a high quality service, and 

identify any areas for improvement. 

Customer Satisfaction Tracking Survey 

BGNU undertakes monitoring of customer satisfaction on behalf of the Local 

Authorities who deliver the Business Gateway service.   

Since mid-November 2014 this has been conducted on behalf of the National Unit 

by an independent market and social research agency (Progressive Partnership), 

with customer satisfaction tracked through an email survey. 

This email survey is sent to all individuals who have recently contacted Business 

Gateway, with survey invitations sent on a weekly basis (two weeks after a 

customer’s initial contact). 

The responses from the surveys are compiled into Monthly and Quarterly reports 

which provide summary information for each month of the survey against Key 

Performance Indicators (KPIs).  Quarterly reports also provide fuller analysis of the 

survey questions by individual Local Authority area. 

These reports are provided to the Service Manager responsible for the Business 

Gateway service within each Lead Local Authority area. 
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Key Performance Indicators 

The Key Performance Indicators (KPIs) against which the quality of the service is 

measured through the email satisfaction tracking survey are: 

 overall satisfaction with the service received; 

 whether the service delivered met expectations; 

 benefits the business will gain from the service received; and 

 whether the customer would recommend Business Gateway to someone 

else.  

These KPIs enable Service Managers in Lead Local Authorities to compare the 

monthly and quarterly performance of the service against average performance 

over a 12 month period. 

Hot Alerts 

Hot Alerts are generated by respondents to the email satisfaction tracking survey 

indicating that they are very dissatisfied with the service they have received. 

Details of the customer who has expressed their dissatisfaction are sent to the 

Service Manager in the Lead Local Authority to follow up with the customer and 

take action to resolve the issue. 

Survival Monitoring 

BGNU also undertakes survival monitoring activity on behalf of the Local 

Authorities who deliver the Business Gateway service. 

Survival monitoring activity is managed by the National Unit, with customers who 

have engaged with Business Gateway. 

Customers who have been given assistance to start a new business are contacted at 

12 month and 36 month periods to determine if they are still in business. 
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The responses from the survey are reported at a national and regional level on an 

annual basis, and provide an overview of survival rates for businesses supported by 

Business Gateway from 2010 onwards. 

Reports are provided to BGNU and to the Service Manager responsible for the 

Business Gateway service within each Lead Local Authority area. 

Survival monitoring activity is currently being reviewed and may be subject to a 

future change. 

Research and Customer Insight Subgroup 

The Research and Customer Insight Subgroup is made up of Service Managers who 

represent their Lead Local Authority area as part of BGON. 

The function of the subgroup is to monitor the performance of national quality 

assurance work and survival monitoring activity, identify areas of best practice or 

which need improvement, undertake or commission ad hoc research into customer 

behaviour and make recommendations to BGON for any significant changes to the 

quality assurance work.  
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7 Terms and Conditions of Service Delivery 

Key issues which affect the delivery of the service include: 

Transfer of Undertakings (Protection of Employment) Regulations 2006 (TUPE) 

Changes in delivery of this service, either bringing the service in-house or 
contracting out, may give rise to a relevant transfer under the Transfer of 
Undertakings (Protection of Employment) Regulations 2006 (the ‘TUPE 
Regulations’). Tenderers should be invited to base their proposals on that basis. 
Similarly local authorities considering bringing the Business Gateway service in 
house should develop their plans on that basis. 

Numbers of employees, part/ full time status, ages, length of service, pension 
scheme, enhanced redundancy packages and total salary costs, of those employees 
currently providing Business Gateway services should be provided in the Invitation 
to Tender or obtained from the current contractor where the service is being 
brought in house.  

Tenderers should include transparent figures in their bids for any liability, occurring 
as a result of assumptions made for each of the following: 

 any employee claims arising on or before the transfer of the Business 
Gateway services which would transfer as a result of the operation of the 
TUPE Regulations; 

 termination of employment, on or after the award of the contract, of any 
employees currently providing Business Gateway services on or after the 
award of the contract; and 

 employees' pension benefits/entitlements including, where applicable, 
providing membership of a broadly comparable pension scheme. 

 
Property 

As a nationally recognised brand the location and branding of the premises is an 
integral part of the services. 

The provision of suitable property for the Business Gateway in each geographical 
area is a key part of the service. The physical location of each Business Gateway will 
help promote a strong brand presence in the market and will provide the service’s 
administrative base and possibly, the base for the provision of workshops and 
advisory services.  

There is a non-negotiable requirement that there will be at least one such location 
in each lead local area. Such property must be identified and secured.  

Otherwise providers must identify and be able to secure suitable locations. The 
proposed location should be in a walk-in condition and should be fit to transact 
business from the start of service delivery. The Local Authority will approve, where 
necessary, each location which should be available on terms which are within the 
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normal market range for the relevant area. The BGNU will provide minimum 
corporate branding by that date and provide design guidance accordingly. 

Procurement, repair and maintenance of premises will be the responsibility of the 
provider.  

While it is stipulated that there must be at least one location in each Local 
Authority area, it is an important part of the Business Gateway service that all our 
potential customers have reasonable access to services across any area in which a 
contract is being delivered.  

Each service provider must therefore demonstrate, for the geographical area for 
which a service is being provided, how service access will be provided in a manner 
that is consistent with the description of the market segmentation and the service 
offer set out elsewhere. The Local Authority is interested in innovative proposals in 
this area which will lead to effective and efficient service delivery to customers.  

Providers are reminded of equal opportunities obligations regarding access to 
Business Gateway premises. 
 
IT Equipment 

Access to Business Gateway systems and their effective operation by the Local 
Authority and/or appointed providers will be a central part of how the Business 
Gateway will continue to be managed. 

Where the service is contracted out tenderers must specify in detail how they will 
meet the hardware and software standards of Business Gateway and must 
undertake to meet SE (NOTE: SE currently supply Business Gateway with central 
hardware and software capacity) operating protocols in line with website and CRM 
requirements. Details of these are set out in the Programme Rules. These will 
provide the basis for on-going management of the service whether in house or 
contracted out.  

In response to detailed specifications set out in Programme Rules, providers should: 

 Confirm they understand and can comply with these requirements; and 

 provide a detailed approach and explanation of how they will satisfy the 
Information System (IS) requirements. 

 
Business Gateway Adviser Accreditation 

Local Authorities wish to ensure that all business advisers who operate under the 
Business Gateway banner (either in-house or employed by a contractor) deliver 
professional business advice, are suitably qualified and have appropriate business 
knowledge and skill levels.  

To ensure a minimum standard is maintained across the whole of Scotland, all 
Business Gateway advisers providing advice on behalf of Business Gateway must 
possess either the current SFEDI “Diploma in Business and Enterprise Support”, SQA 
or equivalent accreditation. Where, on the award of contract, if appropriate, 
advisory staff do not have this accreditation they have a period of one year from 
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the Commencement Date to gain this.  Local Authority service providers are also 
required to deliver to this standard. 

Providers must meet any and all costs associated with their staff attaining this 
accreditation and maintaining its validity during the term of their employment on 
Business Gateway activity, including monitoring and implementation of any 
required Continuous Professional Development (CPD) programme. As a guide, the 
costs for the programme leading to the initial award of Premier Adviser 
accreditation are in the region of £2,000 per adviser. Any similar national standard 
introduced will not exceed these costs. However, additional costs may be involved 
in the maintenance of the accreditation through the implementation of an 
appropriate CPD programme. 

The last start date for participants on the current SFEDI “Diploma in Business and 
Enterprise Support” is the 31st October 2017.  A review of the current accreditation 
scheme will take place and a new accreditation scheme developed to be in 
operation from 1st November 2017. 

 


