
 

SUBMISSION FROM SCOTTISH LOCAL AUTHORITIES ECONOMIC 
DEVELOPMENT GROUP (SLAED) 

Q1. What impact has the rationalisation of the enterprise network and the 
abolition of the LECs had on the quality or effectiveness of the services 
delivered?  
 
A1. The 2007 Scottish Government Review of Enterprise was the most fundamental 
reform of Scottish economic development since the creation of Scottish Enterprise 
and the LEC Network in 1991.  SLAED is supportive of the new structures as they 
provide distinct roles for the Local Authority sector (leading on local economic 
development) and the national agencies (strategic economic development).  
 
As the Review of Enterprise gave the lead role in delivering local economic 
regeneration and Business Gateway to the local authorities, there is a strong 
argument that the local authorities should be considered as a core part of Scotland’s 
enterprise networks. 
 
The local authority sector has developed its practice in a number of areas since 2007 
to help improve delivery on the ground.  It is clear, however, that one of the 
unintended consequences of the review is there has been a considerable reduction in 
local economic development expenditure, as only a proportion of previous LEC 
expenditure has been transferred to the local authorities. 
 
Economic development is a discretionary service in local authorities, and as such the 
priority given to it varies across the country. This was illustrated in a recent SLAED 
study which was carried out by EKOS consultants, which revealed significant variance 
in investment between comparable authorities. Making economic development a 
statutory service might help ensure consistency across the country. 
 
Q2. Has the transfer of activities, such as the Business Gateway service, to 
local authorities improved the delivery of services to local businesses and what 
evidence is there of this?  
 
A2.The transfer of local Business Gateway contracts to lead local authorities has been 
successful from our point of view. The full value of the local Business Gateway 
contracts was transferred to the local authority sector. There has been no reduction in 
either contract performance or customer satisfaction since the transfer took place, and 
the local authority sector has been able to integrate Gateway activity with significant 
levels of complimentary economic development investment.  The transfer has also 
allowed local authorities to work closely with the Business Gateway contractors to 
deliver a focussed service to meet specific local business and economic needs during 
the recession.   
 
This issue is explored and more detailed in  Appendix 1 produced by SLAED, which 
demonstrates the added value that local authorities are delivering to the Business 
Gateway contract.   
 
Q3. What has been the experience of businesses that are not account-managed 
by Scottish Enterprise/Highlands and Islands Enterprise since the 2007 
reforms? Are such companies finding it difficult to attract the support they need 
from the enterprise agencies and what evidence is there of this?  



 
A3. This is an area which SLAED believes would benefit from further study. Business 
Gateway is perceived as providing a service for small and growing companies, and 
Scottish Enterprise as providing a service for larger and faster growing companies. 
Feedback from member councils is that some larger companies which do not meet the 
sectoral or growth criteria for entry to SE Growth Pipeline or Designated Relationship 
Management (DRM) may have found it difficult to access support.  
 
This is particularly important in the economic downturn, as fewer companies are able 
to achieve the growth criteria for entry to SE product intervention and programmes.  In 
response, SLAED and COSLA have developed through Business Gateway channels, 
a sub-growth pipeline advisory service for companies capable of achieving an 
increase in turnover of £200,000 to £400,000. 
 
In addition, a number of Councils have implemented a local complimentary service to 
provide an Expert Help specialist service to support the growth of this business cohort 
and other businesses important to the local economy. A concern from Business 
Gateway contractors and lead local authorities has been highlighted that Scottish 
Enterprise is starting to engage directly with candidates for DRM and Growth Pipeline, 
rather than accepting referrals through Business Gateway in the established way. To 
avoid confusion for the business community, there should be clear protocols at local 
level to ensure that support services are offered on seamless basis by SE, BG and the 
local authority, to avoid confusion. 
 
Business Gateway is refocusing its marketing to further emphasise that it provides a 
service for all companies, not just start-ups. The ending of current Business Gateway 
delivery contracts in 2012 offers a significant opportunity to revise company 
development support in Scotland to ensure that no gaps exist, and that companies of 
all sizes and types are able to access adequate support at key stages of their 
development. It is essential that Scottish Government should start consultation about 
delivery models for Business Gateway post 2012 as soon as possible.  
 
Different models of support appear to exist in the respective SE and HIE areas.  In 
SE areas, clients in Business Gateway’s growth pipeline can access SE products 
before they move into account management.  In HIE areas, it is understood that 
clients in the Business Gateway growth pipeline generally receive no equivalent HIE 
products, just BG adviser support unless they are in a fragile area or fall under the 
communities remit. Greater consistency across the country may be beneficial. The 
introduction of Business gateway in the Highlands is understood to have led to 
removal of the start up grant scheme previously offered by HIE, as the only funding 
transferred to the local authorities was for adviser support.  
 
Q4. How joined up are the various agencies that are now charged with 
supporting economic recovery? Are there examples of successful partnership 
working between, for example, SE or HIE and local authorities? How has the 
establishment of the strategic forum assisted in this regard?  
 
A4. Scottish Government has put in place a number of national groups to ensure that 
the national agencies engage effectively with the local authority sector in driving 
forward government economic strategy.  Although the local authority sector is not a 
member of the Strategic Forum, COSLA and SLAED have been invited to join both 



the Strategic Group on the Economic Recovery Programme, and a Joint Working 
Group which supports both the Strategic Forum and the Strategic Group. These 
provide a useful forum for co-ordination. 
 
At a local level both SE and HIE generally have a strong track record of working in 
partnership with the local authority sector through community planning partnership 
mechanisms or through commercial joint ventures with local authorities or project 
boards. National projects which are driven on this basis include Clyde Gateway, 
Energy Park Fife, Dundee Waterfront and Aberdeen/Aberdeenshire’s Energetica 
energy corridor.  However, in some regions, staff reductions have led to a lack of 
visibility of SE and engagement at local level.  
 
The national agencies have assisted the local authority sector in developing Best 
Practice since the Review of Enterprise.  One example is SLAED’s development of 
National Performance Indicators for the local authority sector which has been 
supported by SE, HIE, VisitScotland, COSLA, the Improvement Service and Scottish 
Government. 
 
The Business Gateway National Board is a good example of partnership working 
between the local authority sector, Scottish Government, SE and HIE. The board 
oversees BG operations, and controls the BG National Team which is based in 
COSLA. At a local level, Partnership Action for Continuing Employment (PACE) is 
effective and demonstrates that national and local agencies do collaborate well. 
 
On area for development is potentially the need to engage with the main private sector 
representative bodies. The Business Gateway National Board has developed a 
stakeholder group, and it may be worth exploring the development of this approach to 
ensure that the main private sector bodies can speak to public sector providers about 
the full range of economic development services across Scotland on a holistic basis 
rather than as individual agencies. 
 
Q5. What distinctive contribution has been made by HIE as a result of its 
social/strengthening communities remit? Should the same obligation be applied 
to SE?  
 
A5. HIE has a strong tradition of investing in community development, and this has 
proved effective in the past.  SE has not had such a remit, and the Review of 
Enterprise resulted in a sharp distinction between local activity, which would be driven 
by the local authorities, and strategic activity which would be driven by Scottish 
Enterprise.   
 
Any attempt to give SE a Social/Strengthening Communities remit would inevitably 
lead to duplication with the local authorities sector, and is not recommended.  In the 
event that Scottish Government wishes to enhance investment in this area, this should 
naturally be delivered by the local authorities in the SE area.  
 
 
Q6. Have COSLA and SE been able to agree on what constitutes local, regional 
and national regeneration? Are local authorities maintaining levels of local 
regeneration activities? What benefits have accrued from the transfer of local 
regeneration activities to local authorities? What has been the impact on 



regional regeneration projects? Have any regeneration projects failed or been 
cancelled as a consequence of this transfer of responsibilities?  
 
A6. It is clear that there has been a reduction in local regeneration activities across 
Scotland since the abolition of the LECs.  The previous agreement for a transfer of 
funding from Scottish Enterprise to the local authorities has been implemented 
gradually over a number of years, and in financial year 2009/10 Scottish local 
authorities only received a total of £3.9 million pounds additional from Scottish 
Government for this work. It is believed that this is significantly less than the LECs 
were able to invest in this activity prior to their abolition. This may merit further 
investigation by the Committee. 
 
The majority of councils have been able to identify clearly where this additional 
investment has been used to support economic regeneration work, though as the 
funds were included in the overall Local Government Finance Settlement, councils 
were not required specifically to reinvest this money for this purpose. 
 
Scottish Enterprise now focuses its activities in this area on activities of national 
significance, and on priority sectors such as renewable, life sciences, digital media 
and tourism. There are many good examples of joint delivery of projects with local 
authority partners. However the majority of such projects pre-date the 2007 reforms, 
and the ‘pipeline’ of new projects across the country is limited. Funding constraints 
appear to have limited SE’s ability to develop new national projects, and the limited 
funding transfer to local authorities and reductions in capital budgets has prevented 
Councils developing new regional and local interventions. Although initiatives such as 
the Town Centre Regeneration Fund have been helpful, it is a matter of some concern 
that throughout the recession, there have been significant funding constraints on 
economic regeneration activity. 
 
The nature of regeneration projects is that they tend to be capital initiatives, with finite 
project horizons. Few have directly failed or been cancelled as a result of the transfer 
of responsibilities, but it is clear that fewer new projects have been instigated than 
might have been in the past, while other projects have stalled or have since been 
considered lower priority, as the available budget for both Scottish Enterprise and the 
local authorities has been constrained for such regeneration activities. Housing-led 
regeneration initiatives have also seen funding reduce in recent years, and this can 
further impact on overall regeneration activity. 
 
Q7. The Cabinet Secretary envisaged that Regional Advisory Boards would 
provide a link between local, regional and national delivery. How is this working 
in practice and what links have been provided?  
 
A7. Scottish Enterprise abolished LEC Boards and replaced them with Regional 
Advisory Boards which have been useful in providing a regional dimension to Scottish 
Enterprise’s strategic activity.   SE has generally attempted to engage well with local 
authority partners within each regional area, and communication and engagement 
within community planning partnership areas is generally positive. Some authorities 
note that there are fewer opportunities for strategic or operational planning 
discussions at a local level as a result of staff reductions.   
 
 The model in Aberdeen, where the Aberdeen City and Shire Economic Forum 
represents both the Regional Advisory Board and a local economic development 



partnership is commended as a model of good practice as it removes potential 
duplication between such fora.  
 
Q8. What advantages has the establishment of Skills Development Scotland 
brought in terms of the delivery of the skills agenda and have there been any 
difficulties?  
 
A8. The concept of combining the various agencies involved in careers development, 
learning and skills development has been helpful, as multiple agendas have been 
replaced by a single strategy.  
 
Since the formation of Skills Development Scotland, local authorities have raised a 
number of issues in relation to how this new organisation has linked to Community 
Planning Partnerships. SDS has a dual relationship with local authorities, seeing them 
both as strategic partners through Community Planning Partnerships, and also in 
many areas as contractors, which sometimes causes complications in achieving 
partnership working.  Discussions between SLAED and SDS are ongoing to address 
these issues. 
 
Feedback from the SLAED network is that SDS has fewer resources available for 
interventions at local level than previously and a lack of transparency over the 
allocations of National Training programmes makes planning local delivery 
challenging. 
 
Joint working in many areas is based on historic projects and activities, with limited 
new investment proposals emerging.  Some authorities have identified a need for 
greater transparency relating to financial allocations and more effective data sharing 
with local authorities to ensure that that significant budget underspends do not emerge 
late in the financial year.  
 
It is apparent that SDS recognises the imperative to ensure the local delivery 
agreement process has positive and practical impacts in local settings if they are to be 
meaningful. The new P5 European Funding  programme will present a practical 
opportunity for SDS to work alongside local employability partners to tailor SDS input 
to locally defined needs which is welcomed at a local level. 
 
 
A9. How will services be protected in light of any planned further restructuring 
exercise within Scottish Enterprise and/or Highlands and Islands Enterprise?  
 
A9. The local authority sector is keen to work in partnership with the national agencies 
regardless of which structures are chosen. The key issue is ensuring that the 
agencies have adequate resources to engage effectively with local authority partners 
to help deliver effective results on the ground. 
 
Q10. Could the Scottish Government’s economic aims be achieved in a different 
way? Are there more successful or efficient models of delivery in other parts of 
the world?  
 
A10. An alternative model for measuring our economic performance is the IMD World 
Competitiveness Index.  This is a country competitiveness methodology used by 
countries such as Ireland and Australia to compare their competitiveness against 



other countries.  The current economic model used by Scotland is the OECD one that 
has fewer comparison countries, and does not include key ones such as Russia, 
China and India.   The World Competitiveness Index assesses not just economic 
performance but also government efficiency, business efficiency and infrastructure, all 
areas of considerable focus for both public and private sector in Scotland. 
 
For example one of the measures is how many days it takes to start up a business – 
in Australia 2 days and in the UK 15.  We have no measure for Scotland.  These 
competitiveness factors are those that not only international investors consider when 
making investment decisions but are now being taken into account by all domestic 
businesses. 
 
Q11. Could services be delivered as effectively, with greater efficiency, by a 
single agency or some other structure with increased shared services etc? 
Conversely, are a single economic strategy and the SE account management 
model suitable for both Scotland and the Highlands & Islands?  
 
A11. The 2007 Review of Enterprise was heralded by a desire by Scottish 
Government to “declutter the landscape” at a local level, this has now been achieved 
with a lead role for local authorities.  At a national level there remains a significant 
number of government agencies involved in economic development and employability 
activity including Scottish Government, Scottish Enterprise, Highlands and Islands 
Enterprise, Scottish Development International, VisitScotland, Skills Development 
Scotland, and Scottish Funding Council. 
 
SLAED supports the role of the national agencies, and believes that strong 
partnerships can be delivered by national agencies working through local authorities 
as delivery partners.  A strong distinction between Scottish Government’s role as a 
driver of policy and strategy, and the national agency’s role as delivery agents, is 
beneficial. 
 
The introduction of Government Economic Strategy (GES) has been helpful in 
focussing the work of national and local agencies on delivering a cohesive vision for 
Scotland’s economy.  The Strategic Forum and Strategic Working Group have 
assisted in ensuring joined up thinking and delivering GES, and this model has strong 
potential for further development.  The single economic strategy governing the whole 
country and all agencies is beneficial. 
 
There may be merit in developing a joint action plan/implementation plan for GES, to 
identify clearly the role of each agency including local authorities in delivering its 
strategic objectives. SLAED is working closely with Scottish Government, Cosla and 
the national agencies to help develop the local authorities’ lead role in economic 
development. It is worthy of note that since the 2007 Review of Enterprise, there has 
been no published guidance for local authorities on discharging this new remit other 
than the high level GES. SLAED and Scottish Government are currently exploring the 
development of a local authority economic development checklist to help fill this gap. 
 
In terms of supporting major employers, the Scottish Enterprise Account Management 
system works well, particularly when Account Managers engage effectively with local 
authorities; help support the development of companies.  Where the Account Manager 
can draw on the support of local authorities in areas such as planning, commercial 



land and property transactions, regulatory functions, and transport, transportation 
remits, it is clear that this can help achieve very significant results for the company. 
 
It is essential that tripartite liaison be established in each local area between the 
Scottish Enterprise Account Managers, local authorities and Business Gateway 
contractors to ensure a seamless delivery of services to the company sector, without 
overlap or confusion. 
 
Q12. What should be the role for a publicly-funded enterprise network, what 
activities should it be expected to deliver and what resources are required? 
Alternatively, what alternative exists to the current model in Scotland and what 
benefits would this have?  
 
A12. SLAED supports the continuation of a publicly funded national enterprise agency 
to act as a strong strategic delivery arm for Scottish Government, working in 
partnership with local authorities at local level. There remains significant benefit in this 
being arms length from government, to allow a narrow focus on economic 
development and enterprise services. 
 
The key role for the enterprise agency is to target investment into the areas which will 
deliver the greatest economic outputs for the country as a whole, and to support the 
growth and resilience of key companies. This role is particularly important in times of 
recession, and a flexible funding model should be developed to ensure that higher 
levels of funding are available at times of recession, and with commensurate lower 
levels of funding being provided when the economy is buoyant. 
 
Although the national agencies have a good track record of partnership with local 
authorities, this could be enhanced in the future, with the relevant agency providing 
strategic support to the local authority sector through guidance and funding to deliver 
national initiatives at the local level. A key role could be for the national agencies to 
play an enhanced role in assessing single outcome agreements to ensure that these 
deliver economic impact consistent with Government Economic Strategy. The 
agencies could also take a stronger role in supporting the development of Best 
Practice and Professional Development throughout Scottish economic development. 
SE and HIE could also develop a role alongside Scottish Futures Trust in helping 
develop new funding models for economic development such as Tax Increment 
Funding. 
 
Q13. Do the enterprise agencies’ methodologies for calculating the return on 
investment bear scrutiny? Which activities have been identified as delivering 
most return on investment?  
 
A13. Both Scottish Enterprise and Skills Development Scotland have clearly and 
concisely outlined in their Business Plan for 2010 the links between activities, outputs 
and outcomes.  This is helpful to partners as it enables us to better understand their 
priorities and their fit with our own.   
 
The local authority sector has historically not had common methods for measuring 
economic impact and return on investment, though through work being carried out by 
the Improvement Service and SLAED’s new national performance indicators, we are 
developing a more robust framework for measuring the impact of our economic 
development interventions. There may be merit in Scottish Government establishing a 



common framework to be used by all the agencies that are active in economic 
development  
 
Appendix One 
 
Introduction 
1 The SLAED Business Growth Sub-group welcomes this opportunity to submit 

evidence to the Economy, Energy and Tourism Committee’s inquiry into the 
enterprise network in Scotland. 

2 In advance of this review the group carried out a short research project to 
gather evidence on members’ views as to the impact of the 2007 reforms to the 
enterprise network.  The results of this research demonstrate the core role that 
Local Authorities have within the enterprise network, both in the delivery of 
direct business support services and as a partner working with other agencies 
and organisations. 

3 The 2007 reforms of enterprise networks in Scotland provided local authorities 
with the challenge to: 

· Promote greater cohesion between Business Gateway services and 
other locally provided economic development services 

· Improve the experience of customers by providing a single point of 
access for all business support activities, and 

· Develop the Business Gateway service in a true spirit of partnership with 
other agencies and stakeholders (both public and private sector) 

4 Evidence gathered by SLAED shows that local authorities have delivered on all 
three of these key expectations by: 

· Promoting business growth as a key budget priority within Economic 
Development Departments 

· Committing significant levels of council resources (some £9.5m per 
annum) to the provision of a wide range of services which enhance and 
complement the core Business Gateway offering 

· Acting as a lead on projects which draw on available European funds for 
business support activities (some £14.5m to date over 2007-2013 from 
ERDF programmes alone),  

· Maintaining a high quality of service to Business Gateway customers 
through the delivery of the core contract 

· Improving the ability of the core Business Gateway service to respond to 
the needs of local business, and 

· Integrating Business Gateway within the mix of council services 
available to business and developing the service in close partnership 
with other agencies. 

Business Growth as a key budget priority 

5 A 2009 EKOS review of Local Authority Economic Development activity 
showed the provision of business support services to be a high priority for local 
authorities in Scotland.  The review found that: 

· Local Authorities have responded positively to the transfer of Business 
Gateway responsibility and other aspects of the 2007 reforms, viewing 



these as having had a helpful impact on the local economy and their 
ability to provide services.  

· Economic development and business support are seen as a higher 
priority area for councils as a result of the transfer 

· Looking forward, LAs recognised that continuing to deliver and develop 
services in an era of reduced financial resources is the biggest challenge 
facing economic development departments.  Nevertheless, the majority 
of authorities remained optimistic about their ability to meet these 
challenges.  

· In order to meet these challenges LAs are actively adapting strategies to 
reflect the changing economic environment, increasing the priority and 
role of Economic Development within councils, placing more emphasis 
on better partnership working and making best use of partner resources. 

6 These findings are confirmed by the survey of Local Authorities carried out for 
this paper: 

· Over and above core Business Gateway funding, Local Authorities 
commit significant levels of financial resources to the provision of 
business support services in their areas. 

· On average, evidence suggests that funds sourced and committed by 
councils equate to a further 67% over and above the core Business 
Gateway budget (though the precise ratio varies significantly between 
areas). 

· Grossing up survey results across Scotland as a whole, these findings 
suggest a total council sourced contribution of £9.5m per annum. 

7 The strategic objectives which guide the allocation of these resources vary 
across Scotland in line with the specific needs of the local economies each 
authority serves.  A review of these objectives, however, does reveal a number 
of key common messages which reveal the approach local authorities have 
taken to enterprise development in their areas.  Key strategic objectives 
include: 

· Supporting the creation and growth of indigenous businesses 
· Growing the base of internationally competitive local firms 
· Supporting the development of key clusters and sectors 
· Providing assistance to inward investors 
· Promoting a culture of entrepreneurship 
· Encouraging innovation and knowledge transfer activities 
· Promoting measures to diversify local economies 
· Introducing recession proofing measures to promote business survival 

and growth 
8 In addition to committing their own funds to such priorities, Local Authorities 

have also been active and successful in using European Structural Funds to 
generate resources for business support.  Over the last three rounds, 
successful ERDF applications led by Local Authorities have totalled some 
£14.5 million.  In Lowland Scotland alone, Local Authorities together account 
for a third of all ERDF funded activity for business support (excluding the 
Scottish Co-investment fund programme which itself accounts for almost 50% 



of all ERDF Priority 2 funds allocated to date in Lowland Scotland), a similar 
proportion to that received by Scottish Enterprise. 

9 Projects co-funded through the ERDF programme cover a range of activities 
from growth advisory services and key sector development activities to loan 
and investment funds aimed at improving access to finance for SMEs.  In many 
cases the projects represent good examples of partnership working with groups 
of local authorities  and other partners coming together to develop cross 
boundary programmes.  This analysis, it should be noted, may understate the 
full level of European funded business support activity being undertaken by 
local authorities.  Other business growth/business support programmes include 
those funded through LEADER, ERDF priorities focused on rural or peripheral 
areas, ESF projects focussed on employee skills development. 

10 Within the current context of public sector budget cuts, this ability of local 
authorities to group together and draw in resources from partner agencies is 
becoming more important.  Indeed working to guidelines developed by SLAED 
and CoSLA, local authorities are currently responding to a further invitation for 
round four applications to the Lowland and Upland Scotland ERDF priority 2 
programme.  Projects funded through this call will focus on business support 
services which complement and build upon the core Business Gateway offering 
and will be aimed at services to promote enterprise and increase the growth 
aspirations of SMEs.  These programmes will be active from 1st

Developing and implementing services to complement Business Gateway 

 November this 
year and are expected to draw upon some £12m of available ERDF funds. 

11 The survey of Economic Development departments carried out for this paper 
reveals the wide range of activities carried out by Local Authorities which are 
complementary to the services covered by the core Business Gateway 
contract.  The analysis reveals the extent to which councils are responding to 
the needs of local business and developing new services which complement 
and add value to the main Business Gateway offer. 

12 Findings from the survey show that across the 26 Authorities who have 
responded, a total of 177 discrete ongoing business support programmes have 
been identified, an average of almost 7 programmes per area1

13 Key themes common across local authorities include provision of services to 
promote access to finance, provide one to one advisory services, develop of 
key sectors, provide of access to specialist support and supplier development.  

. An overview of 
these services is provided in Table A1 in an Annex to this report. 

· All of the areas who responded to the survey offer a range of grant and 
loan schemes aimed at improving access to finance for small 
businesses in their area.  These range from large loan funds, such as 
the West of Scotland Loan fund and the new East of Scotland 
Investment Fund, to small grant programmes, often targeted at key 
sectors or focused on supporting investment in staff training or other 
growth projects.  

· Most areas fund the provision of one to one business advisory support 
over and above that available through Business Gateway.  These 

                                                 
1 Given the way in which some areas group several services under one promotional banner, this 
average is likely to significantly understate the true number of activities taking place. 



include services focussed on supporting business start ups as well as 
programmes to support the growth and survival of existing businesses.  
Interventions offered in these programmes include advice on business 
planning, access to finance, relocation advice, specialist support, 
company health checks and development reviews and other services.  In 
most cases these services are provided through the existing Business 
Gateway contractor. 

· Development of key sectors is a significant priority for many local 
authorities, with programmes concentrating on tailored services for 
renewable energy projects, community and social enterprises, food and 
drink businesses, tourism businesses and others, dependent on the 
specific needs and strengths of the local economy. 

· More than half of the respondents to the survey cited supplier 
development activities, helping local businesses improve their 
performance in winning public sector contracts, as a core part of their 
service mix. 

· All of the areas who responded to the survey provide information 
services to their business community.  These range from, at a minimum, 
internet information portals to guide businesses through the public sector 
support available to them, to dedicated business information officers. 
The value of these services and council’s ability to respond quickly to the 
needs of their local economy has been particularly evident throughout 
the economic downturn.  A recent CoSLA report highlighted a total of 
155 individual activities that councils had implemented or planned to 
support local businesses through the downturn, many of these involving 
services to complement and enhance the operation of Business 
Gateway activities2

Ensuring high quality of service to Business Gateway customers 

.  

14 The quality of service provided to Business Gateway customers is monitored 
through an on-going programme of survey research focussing on individual 
parts of the service.  This programme is carried out by an independent external 
contractor (IBP Strategy and Research) and comprises a monthly customer 
feedback survey on the service in general, a monthly analysis of feedback from 
participants to events and workshops, an ongoing research programme to 
monitor survival rates among Business Gateway customers, an annual survey 
of clients receiving growth support, a programme of focus groups among key 
customer groups and an annual mystery shopper exercise. 

15 Over the two years that this programme has been operating the research has 
confirmed consistently high level of satisfaction among customers.  Key 
messages from the research show that during 2009/10: 

· With regard to all customers 
· 91% of all customers were satisfied or very satisfied with the 

service they received from Business Gateway 
· 91% of customers felt that the service they received met or 

exceeded their expectations 

                                                 
2 Source: http://www.cosla.gov.uk/attachments/execgroups/rs/rsEconomicDownturnreportfeb09a.pdf  

http://www.cosla.gov.uk/attachments/execgroups/rs/rsEconomicDownturnreportfeb09a.pdf�


· 86% of customers felt that the service they received had 
benefitted their business. 

· With regard to customers receiving growth support,  
· 79% were satisfied or very satisfied with the service they had 

received 
· Clients reported that the service had helped them improve 

profitability, win new customers and improve their strategic focus 
· Over three quarters of customers felt the service received had a 

significant impact on their ability to meet growth objectives. 76% 
saying that they could not have grown their business without help 
from Business Gateway or that without assistance growth would 
have been slower, less effective or on a smaller scale. 

16 In each case these results are significantly above the target levels agreed for 
the service.  Given the timing of transfer of responsibility to local authorities (i.e. 
only 6 months following the introduction of a new model for Business Gateway), 
it is difficult to make direct comparisons between customer satisfaction before 
and after that transfer took place.  Results received in the last two years, 
however, do compare favourably against those achieved under the previous 
model for Business Gateway provision.  A 2006 survey3

Improving the responsiveness of Business Gateway to local needs 

 estimated a customer 
satisfaction rating of some 74% (compared against 91% in 2009/10) while 81% 
reported that the service had helped them meet their business goals (compared 
to 86% in 2009/10). 

17 In addition to providing services which complement Business Gateway, one key 
benefit of transfer of responsibilities has been the ability of Local Authorities to 
improve the responsiveness of core Business Gateway resources to the needs 
of local businesses.  In particular, Local Authorities have been able to: 

· Refocus Business Gateway events programmes to reflect the needs of 
the local economy, particularly in terms of providing advice and support 
for businesses through the economic downturn; 

· Develop locally co-ordinated marketing activities to promote wider take 
up of core Business Gateway services and target key sectors in the local 
area; and, 

· Introduce of new and refocused advisory services funded through 
discretionary Business Gateway budgets available to lead local 
authorities or other sources 

18 Key examples of the last of these benefits include: 

· Provision to support companies whose growth projections fall below the 
current criteria required for acceptance into Growth Pipeline or who exit 
from Growth Pipeline without meeting criteria for acceptance to DRM, 
but can benefit from on-going support. – “Sub growth pipeline” 
companies. 

                                                 
3 ‘Business Gateway Strategic Review’, GEN Consulting, March 2006. Given the different 
methodologies used to generate the 2006 and 2009/10 results some caution should be exercised in 
interpreting this comparison. 
 



· Provision of enhanced aftercare services and follow up where support is 
seen as key to improving survivability rates and encouraging growth 
within start-up businesses. 

19 Each of these adaptations of the Business Gateway provision have been vital 
to ensure that the service remains relevant through changing economic 
conditions and continues to provide a service that meets the needs and 
expectations of the client base. 

20 Moving forward, the Business Gateway Operational Network of Local 
Authorities with lead responsibility for the contracts in each area is working 
hard to ensure that best practice on such adaptations is shared efficiently 
across the network and that the ability of the service to respond quickly to 
changes in the market place is preserved.  To support this process and assist 
Government in the planning for the development of the service post 2012 
(when current Business Gateway contracts expire), the network is currently 
undertaking an economic evaluation of the Business Gateway delivery model.  
This evaluation will assess the cost effectiveness of the service as well as the 
ability of the current model to address market failures and support Government 
policy. 
Creating greater cohesion in service delivery 

21 The evidence gathered for this paper demonstrates that Local Authority 
Economic Development departments do not operate in isolation from 
neighbouring councils and other agencies in the provision of business support 
services.  As a recent SLAED discussion paper notes: 

“There is significant evidence of City region collaboration developing 
effectively across the country… Scottish Enterprise remains a key player 
in both local JVs and City region collaboration, and this is an area which 
will grow in the future. At a local level, the third sector, Enterprise Trusts 
and local Chambers are key delivery partners… Most councils can 
evidence working on a shared services basis with other local authorities, 
whether these be through City Regional groupings, national thematic 
groupings, or local partnerships.4

22 Specifically, in terms of provision of business support services, the 2009 EKOS 
survey again demonstrates strong evidence of council’s working in partnership 
with other agencies.  In some areas experience suggests that direct delivery of 
services by local authorities is the most cost and quality effective means of 
delivery, in other areas provision by other agencies in partnership with local 
authorities is more appropriate.  Evidence from both the 2009 survey and that 
collected for this paper shows Local Authorities responding to their own 
strengths as well as those of partners to find the mix of services which best 
meets the needs of the local economy. 

” 

23 Within Local Authority boundaries, council’s have also worked hard to promote 
an integrated approach to supporting the growth and development of local 
businesses.  This includes measures to ensure that council services such as 
planning, environmental health, transportation, licensing, trading standards and 
others are linked directly to the Business Gateway service.  In the best practice 
examples of this integration, a process of regular information exchange is 

                                                 
4 ‘The changing face of Scottish economic development’ SLAED discussion paper, January 2010 



promoted across council departments to ensure that a single co-ordinated 
response can be made to any large scale business need. 

24 Outside of council services and Business Gateway delivery partners, councils 
have also developed key linkages between the BG service and a range of other 
stakeholders. In addition to Scottish Enterprise and Highlands and Islands 
Enterprise, bodies with close ties to the service include PSYBT, Scottish 
Chambers of Commerce, Careers Scotland, FE and HE providers, Scottish 
Prison Service, Federation of Small Businesses, Skills Development Scotland, 
Job Centre Plus, local business groups amongst many others.  These links 
have been developed both through the efforts of local officers, the Business 
Gateway Operational Network and through the development of the Business 
Gateway Stakeholder Group.  This last grouping has been particularly 
important in providing a high level opportunity for stakeholders to offer 
meaningful engagement with the Business Gateway service. 

25 One key way in which the 2008 reforms have assisted in this process is the 
increase of local autonomy to make and develop partnerships which best meet 
the needs of the local client base.  Such autonomy allows local areas to 
respond quickly to opportunities which arise and to work closely with those 
partner agencies which are most active and effective in their region. 

26 In these various ways, the evidence shows that local authorities have, since 
transfer of responsibility for Business Gateway, made significant progress in: 

· Providing a single point of access for all locally available business 
services, and, 

· Developing Business Gateway, as well as a wide range of 
complementary services, in genuine partnership with other agencies and 
stakeholders. 

Conclusion 

27 Since the 2007 reforms, Local Authorities in Scotland have worked hard to 
develop the core role they play within the enterprise networks.  In particular, 
authorities have been active in: 

· Promoting business growth as a key budget priority within Economic 
Development Departments 

· Committing significant levels of council resources (some £8.5m per 
annum) to the provision of a wide range of services to enhance and 
complement the core Business Gateway offering 

· Providing a high quality of service to Business Gateway customers 
through the delivery of the core contract 

· Improving the ability of the core Business Gateway service to respond to 
the needs of local business, and 

· Integrating Business Gateway within the mix of council services 
available to business and developing the service in close partnership 
with other agencies. 

 
 
 
 



 
 
 
 
 
 
 
 



Table A1 
Local Authority business support programmes by theme 
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Aberdeenshire x x x    x     x 
Angus x x x x x x x  x  x x 
Argyll & Bute x  x x x       x 
Clackmannanshire   x         x 
Dumfries and 
Galloway x  x  x       x 
East Ayrshire x x x  x   x x  x x 
East 
Dunbartonshire x x x x x x  x x x x x 
East Lothian x x x x x x x x    x 
East Renfrewshire x x    x  x x x  x 
Edinburgh  x x x x x x  x x  x 
Falkirk  x x   x      x 
Fife x x x x x x x x x x x x 
Glasgow x x x x    x x x x x 
Highland x x    x x    x x 
Inverclyde x x   x x  x x   x 
Midlothian  x    x x x    x 
Moray  x    x x     x 
North Ayrshire x x x x x x x x x   x 
North Lanarkshire x x x     x x   x 
Perth and Kinross x x x x x x  x x x  x 
Renfrewshire x x x x x x  x x x  x 
South Lanarkshire x x x x x x x x x x  x 
Stirling x x        x  x 



West 
Dunbartonshire x x x x x x x x x x  x 
West Lothian x x x x x  x  x x  x 
Western Isles x x    x      x 
Source: SLAED survey, see Annex 1 for details of individual programmes cited 
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