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Executive Summary

North Lanarkshire Council has managed the delivery of Business Gateway Services on
behalf of both North and South Lanarkshire Councils since 1 April 2008. Between April 2008
and February 2024, the service has been delivered through outsourced contracts. Following
an options appraisal carried out during 2023, both Councils obtained Committee approval to
insource the service with effect from 1 March 2024 with North Lanarkshire Council delivering
the service on behalf of both Councils.

This report provides an overview of the positive performance of the final Lanarkshire
Business Gateway outsourced contract, which was delivered by Enterprise North East Trust
Ltd., trading as Elevator (Elevator), during the period 15 March 2021 to 29" February 2024.

The report also provides an update on the insourcing of the Business Gateway contract and
gives an overview of the implementation of the new BG National Service Specification which
was outlined at the February 2024 meeting of the Enterprise and Fair Work Committee.

Recommendations
It is recommended that the Enterprise and Fair Work Committee:

(1) Acknowledges the final outturn of the Business Gateway contract to 29 February 2024;

(2) Acknowledges that the Business Gateway Lanarkshire service is how being delivered
via an inhouse model and acknowledges the update on the new service specification
that is now being delivered across Lanarkshire

The Plan for North Lanarkshire

Priority Improve economic opportunities and outcomes

(5) Grow and improve the sustainability and diversity of North

Ambition statement _—
Lanarkshire's economy

Programme of Work  Brighter Futures
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Background

Business Gateway is a publicly funded service delivered through Scottish Local
Authorities providing access to free business support / impartial advice to start-up and
existing businesses in Scotland. 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.

Business Gateway has the following service objectives:

* Support more people with their ambitions to start a business;

» Support more businesses to survive and achieve their growth ambitions

» Support more people with their aspirations for high business growth; and,

* Support more people from underrepresented groups to access mainstream
business support.

Underpinning the service objectives there is a commitment to providing support across
a number of themes such as Carbon Reduction, Fair Work, Innovation,
Internationalisation, Digital Upskilling, Community Wealth Building, and Job Creation.

The nature and intensity of the support provided will be determined by client needs and
ambitions, and the potential for economic impact, hence the expectation that those
offering higher growth potential will typically receive more intensive support.

The Business Gateway Service directly supports the Plan for North Lanarkshire
Council, supporting the development of an entrepreneurial culture, and supporting the
establishment, sustainability and growth of businesses.

2.1

2.2

Report
Business Gateway Performance: 1%t March 2021 to 29" February 2024

The Business Gateway Lanarkshire service during the period of the former contract
had two key service areas: firstly, to support pre-start and new businesses trading less
than 12 months and secondly, to support existing businesses. The overarching aim of
the support was to increase the number of businesses per capita in Lanarkshire,
increase the productivity and outputs of Lanarkshire businesses, help them to access
new markets, introduce innovation, and ultimately create more and better paid jobs for
Lanarkshire residents.

Services to support new businesses included one-to-one advice and support from a
dedicated business adviser, access to training workshops and webinars, market
research and online resources to help businesses successfully commence trading. The
table below outlines the number of client enquiries and new businesses supported
during the contract period 1 March 2021 to 28 February 2024, against the minimum
targets set in the contract:

Number % To target | North South
Supported Achieved Lanarkshire Lanarkshire
Client Enquiries 9,119 N/A 4,451 4,668
New Business | 2996 99.87% 1526 1470
Starts
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During the 3-year contract period, 2,996 new start businesses were supported through
the service. This was against a target of 3000.

Services to support existing businesses were delivered through the existing and
growing business service, which had three different strands:

+ Early Stage Growth: for new businesses that had early growth potential.
* Business Boost: for existing businesses that had modest growth potential.
+ Growth Advisory Service: for existing businesses that had high growth potential.

The support provided was tailored to meet individual circumstances and would typically
include: one-to-one advice and support from a dedicated business advisor to help
businesses create an action plan for growth, access to expert surgeries, accelerator
programmes, workshops and up to 21 hours of expert support from a qualified
consultant on a wide range of business topics including Finance, HR, Digital
Development, Innovation, Procurement and Marketing.

The following table outlines the intensive support provided to growth businesses during
the contract period against the minimum targets set in the contract:

Support Service Number of % To target North South
Businesses Achieved Lanarkshire | Lanarkshire
Supported
Early Stage Growth 290 97% 136 154
Business Boost 331 110% 143 188
Growth Advisory 609 102% 288 321
Service

A total of 1,230 businesses received intensive support through the existing and growing
business service during the period of the 2021 - 2024 contract. This was against a
target of 1,200.

In addition to the above, during the 3-year contract period, the following additional
outputs and outcomes were achieved:

* 651 starts were projected to trade in excess of the VAT threshold within 12-18
months against a target of 1200 (54%)

» 246 locally delivered start up workshops were attended by 1763 participants

* 244 locally delivered existing business workshops were attended by 1479
participants

» 3,966 hours of ad hoc support was provided to local businesses against a target of
4,200 (94%)

+ 351 expert surgery sessions were delivered

+ 2,369 businesses operating in local key sectors were supported against a target of
2,550 (93%)

» 732 existing businesses engaged with Business Gateway for the first time against
a target of 600 (122%)

* 1,411 businesses supported employed people under 25 years old against a target
of 1,500 (94%)

* 1,179 business supported operated in areas of deprivation against a target of 300
(393%)



Financial Performance Update

2.9

The total cumulative spend for the contract period 15t March 2021 to 28" February 2024
was £3,344,942 against a total available budget of £3,449,772. The core reason for the
underspend of £104,830 was the decision not to spend the discretionary innovation
budget in year 2023/24. It was jointly agreed between NLC and SLC that the funds
would be used to support the cost of transitioning the service to an inhouse model.

Quality / Customer Satisfaction Performance

2.10
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To monitor the local and national customer satisfaction rates, the Business Gateway
National Unit in CoSLA instruct an independent quarterly satisfaction survey. This is
issued to clients that have been supported through the service.

The client satisfaction results averaged over the duration of the 3 years of the contract
are detailed in the following table with the national target of 80% exceeded across all
measures.

Target North South
Lanarkshire | Lanarkshire

Overall Satisfaction (Extremely
satisfied, very satisfied or satisfied) 80% 82.46% 86.92%

Service Met Expectations (Met or
exceeded expectations) 80% 84.20% 83.96%

Benefit the business will gain from
service received 80% 88.34% 87.48%
(All saying yes, support will be beneficial
— excluding those who report it is ‘too
early to say’)

Would recommend Business Gateway
(Definitely or probably) 80% 85.06% 88.15%

Insourcing of the Business Gateway Lanarkshire Service and Implementation of the
New National Service Specification

2.12

2.13

In accordance with the options appraisal to consider future service delivery options,
which was undertaken in 2023 and subsequent committee approval, the Business
Gateway contract that had been held by Enterprise North East Trust Ltd was concluded
on 29" February 2024, with service delivery subsequently taken inhouse by North
Lanarkshire Council.

The insourcing of the Lanarkshire Business Gateway Service contract gave rise to a
relevant transfer under the Transfer of undertakings (Protection of Employment)
Regulations 2006 (TUPE). On 1st March 2024, 20 members of staff previously
employed by Enterprise North East Trust Ltd were transferred to North Lanarkshire
Council.
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The team is based at Dalziel House, Motherwell in a large open plan office which is
shared with North Lanarkshire Properties. The building has bookable meeting rooms
and a training room which are used by advisers for client meetings and delivery of
training workshops.

After an initial period of familiarisation with council systems, processes, procedures,
and mandatory training modules, all members of the team are now settled into their
new working arrangements with North Lanarkshire Council.

The top priority for the team is to continue to deliver a high-quality Business Gateway
service. However, the intention is to change the geographic location of delivery by
having advisers engage with clients in their local area, rather than have clients travel
to a central location. Work is currently ongoing to identify suitable outreach locations in
both North and South Lanarkshire and outreach activities have already been held in a
range of areas including: The Job Centre and Broadwood Hub, Cumbernauld; Routes
to Work South, Cambuslang; The Hive, Airdrie; EK Collective, East Kilbride; WATIF,
Loanhead Farm; SLC Headquarters, Hamilton and Motherwell Library.

A further priority for the service is to develop relationships between Business Gateway
and the other council departments that have business facing responsibilities across
both councils. A series of meet the team sessions have already taken place and more
are planned over the coming months. In addition, ongoing engagement and sessions
have been taking place with external stakeholders.

The focus for the new service sees a move away from a contractual target driven
approach in favour of enabling advisers to have closer engagement and spend more
time with clients that have growth ambition and the potential for it to be realised.

To support this approach a new system of client classification has been introduced and
there will be a focus on assessing the outcomes and impacts as a result of the support
provided, rather than the number of “activities” delivered. Work is underway to develop
a process to gather, record, analyse and measure the information to best understand
these outcomes and impacts.

The new service specification will also involve the introduction of an aftercare service
which will be designed to improve the survivability of new start businesses. The details
of how this service will be delivered have still to be developed by the Business Gateway
National Unit. However, consideration is currently being given as to how aftercare
provision could be introduced in Lanarkshire, rather than wait for direction to be given
by Business Gateway National.

In addition to the nationally recognised objectives for Business Gateway, the following
initial local objectives and priority customers have been identified aligned to both
councils’ priorities, plans and strategies:

Increase the reach of Lanarkshire Business Gateway across all communities
including a renewed focus and take-up of services from residents from rural
communities and priority SIMD areas

Increase take-up of Lanarkshire Business Gateway services from under-represented
groups including long-term unemployed, economically inactive residents, carers,
young people, BAME, disabled people, restorative justice/offenders

Increase focus and take-up of Lanarkshire Business Gateway services from Social
Enterprises, employee-owned businesses and co-operatives



Inspire and increase engagement and take-up of services by young people focussing
on enterprise pathways in schools, college (New College Lanarkshire/South
Lanarkshire College), UWS, youth groups

Working alongside sectoral plans provide Business Gateway services to key sectors
including construction, food and drink, creative industries, energy sector,
manufacturing/engineering services, tourism, transport & logistics

Delivery of support to town centre businesses to support North Lanarkshire/South
Lanarkshire town centre action plans

Increase engagement with non-engaged businesses

Businesses who require additional support to survive

3.1

3.2

3.3

Measures of success

Delivery of an insourced operating model and approach will ensure Business Gateway
services are fully aligned and integrated with other council business-facing services.
Being aligned with the Plan for North Lanarkshire and Programmes of Work, along with
associated South Lanarkshire Council plans and services and within the available
budget envelope, to meet all performance and quality standards.

As well as local measures of success, a new Performance Measurement Framework
is being put in place nationally for Business Gateway which will include:

* Input Measures: resources committed to Business Gateway services (financial
and human resources);

* Activity Measures: number of enquiries received, appointments, phone calls,
letters and emails completed, number of defined products delivered, humber of
referrals made (internal and external partners), category referrals completed,
research requests made to the National Enquiry Service, aftercare activity and
number of event attendees are uploaded to the BG Datawarehouse ultimately
allowing a calculation of the number of unique clients supported.

* Output Measures: number of businesses achieving a growth category (formerly
segmentation); number of completed action plans (including cross cutting themes,
for example sustainability, exporting, innovation, fair work which will provide a
degree of flexibility to meet changing economic priorities).

* OQutcomel/lmpact Measures: number of viable new business starts; improved
survival rates of new businesses; tracking employment in supported businesses;
level of business ambitions met.

As the focus for the new Business Gateway Service is for advisers to spend more time
working with clients that have growth potential and that the Performance Measurement
Framework is substantially different from what has gone before, an initial set of
performance targets for the first year of in-house delivery; April 2024 to March 2025,
has been developed to reflect the new circumstances, as follows:

e Pre-Start Clients Supported 2000

¢ New Business Starts 750
e New Business+ Starts 200
* Local Priority Projects 150
* BG Growth Projects 150

. Business Base 700



These proposed targets will remain under review during the first year of delivery.

3.4 The quality of service delivery will continue to be measured by an independent third
party. The target will continue at 80% across the 4 key quality areas: Overall
Satisfaction, Expectations Met, Business Benefits, and Recommend Service.

4. Supporting documentation

4.1 There are no supporting documents.

fhs-

Pamela Humphries
Chief Officer (Place)




5.

Impacts

5.1

Public Sector Equality Duty and Fairer Scotland Duty

Does the report contain information that has an impact as a result of the Public
Sector Equality Duty and/or Fairer Scotland Duty?

Yes No d

If Yes, please provide a brief summary of the impact?

The Business Gateway Services is a free service which is open and accessible to
all. The Service seeks to support individuals to become self-employed, set-up in
business, and support existing businesses to sustain existing jobs and to grow
creating more local employment opportunities and jobs for local residents.

If Yes, has an assessment been carried out and published on the council’s
website? https://www.northlanarkshire.gov.uk/your-community/equalities/equality-
and-fairer-scotland-duty-impact-assessments

Yes No O

5.2

Financial impact

Does the report contain any financial impacts?

Yes No O

If Yes, have all relevant financial impacts been discussed and agreed with
Finance?

Yes No O

If Yes, please provide a brief summary of the impact?

The insourced Lanarkshire Business Gateway service is being delivered within its
approved budget of £1.15m per annum.

5.3

HR policy impact

Does the report contain any HR policy or procedure impacts?

Yes No O

If Yes, have all relevant HR impacts been discussed and agreed with People
Resources?

Yes No O

If Yes, please provide a brief summary of the impact?

The insourcing of the Lanarkshire Business Gateway service included the TUPE
transfer of 20 individuals into North Lanarkshire Council. The transfer was
supported by People Resources and Legal and Democratic Services.

54

Legal impact

Does the report contain any legal impacts (such as general legal matters, statutory
considerations (including employment law considerations), or new legislation)?
Yes O No

If Yes, have all relevant legal impacts been discussed and agreed with Legal and
Democratic?

Yes O No

If Yes, please provide a brief summary of the impact?

55

Data protection impact

Does the report / project / practice contain or involve the processing of personal
data?

Yes No O

If Yes, is the processing of this personal data likely to result in a high risk to the
data subject?



https://www.northlanarkshire.gov.uk/your-community/equalities/equality-and-fairer-scotland-duty-impact-assessments
https://www.northlanarkshire.gov.uk/your-community/equalities/equality-and-fairer-scotland-duty-impact-assessments

Yes No O

If Yes, has a Data Protection Impact Assessment (DPIA) been carried out and e-
mailed to dataprotection@northlan.gov.uk

Yes No O

5.6

Technology / Digital impact

Does the report contain information that has an impact on either technology, digital
transformation, service redesign / business change processes, data management,
or connectivity / broadband / Wi-Fi?

Yes O No

If Yes, please provide a brief summary of the impact?

Where the impact identifies a requirement for significant technology change, has
an assessment been carried out (or is scheduled to be carried out) by the
Enterprise Architecture Governance Group (EAGG)?

Yes O No

5.7

Environmental / Carbon impact

Does the report / project / practice contain information that has an impact on any
environmental or carbon matters?

Yes O No

If Yes, please provide a brief summary of the impact?

5.8

Communications impact

Does the report contain any information that has an impact on the council’s
communications activities?

Yes No O

If Yes, please provide a brief summary of the impact?

The promotion and marketing of the Lanarkshire Business Gateway Service is
undertaken through a range of mediums including online, through social media
including video content, by email, events/workshops, networking and via the
publication of case studies. The service also complies with Business Gateway
National marketing and branding guidelines.

5.9

Risk impact

Is there a risk impact?

Yes No O

If Yes, please provide a brief summary of the key risks and potential impacts,
highlighting where the risk(s) are assessed and recorded (e.g. Corporate or
Service or Project Risk Registers), and how they are managed?

The risks associated with Service have been assessed and recorded in the
council’s Corporate Risk Register. A series of controls are in place to manage and
mitigate the risks and these are monitored on a regular basis.

The key risks are:

» that the service is not delivered in line with the expectations of North and South
Lanarkshire Councils, local and national stakeholders

+ that service delivery does not meet the expectations of individuals and
businesses that the service supports

+ that the service fails to provide a consistently high quality of advice to clients
and fails to meet targets.

The impact of these risks are that there would be fewer businesses set-up and

growing across Lanarkshire and also a reputational risk for Business Gateway in

Lanarkshire.
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5.10

Armed Forces Covenant Duty

Does the report require to take due regard of the Armed Forces Covenant Duty (i.e.
does it relate to healthcare, housing, or education services for in-Service or ex-
Service personnel, or their families, or widow(er)s)?

Yes No O

If Yes, please provide a brief summary of the provision which has been made to
ensure there has been appropriate consideration of the particular needs of the
Armed Forces community to make sure that they do not face disadvantage
compared to other citizens in the provision of public services.

Consideration will be given to the development and delivery of Business Start Up
workshops specifically aimed at ex-service personnel.

511

Children’s rights and wellbeing impact

Does the report contain any information regarding any council activity, service
delivery, policy, or plan that has an impact on children and young people up to the
age of 18, or on a specific group of these?

Yes O No

If Yes, please provide a brief summary of the impact and the provision that has
been made to ensure there has been appropriate consideration of the relevant
Articles from the United Nations Convention on the Rights of the Child (UNCRC).

If Yes, has a Children’s Rights and Wellbeing Impact Assessment (CRWIA) been
carried out?
Yes O No ]




