
18 AGENDA ITEM No ............... 

To: CORPORATE SERVICES COMMITTEE 

NORTH LANARKSHIRE COUNCIL 

REPORT 

Subject: ELECTED MEMBERS’ CASELOAD 
MANAGEMENT 

Date: 8 October 2010 

From: HEAD OF CENTRAL SERVICES 

Ref: JAFAL 

1. 

1.1 

2. 

2.1 

2.2 

3. 

3.1 

3.2 

Purpose of Report 

The report recommends that the Council now proceed to implement a caseload 
management system for elected members. 

Background 

In September 2006 the Council accepted an invitation from the Improvement Service to 
participate in a pilot project with other Councils to develop a computer based recording 
and tracking system to make it easier and quicker for members to investigate and respond 
to enquiries from constituents. This pilot concluded in May 2008 and the Council was 
invited to adopt the system for an experimental period at no cost. It was, however, then 
ascertained that the data on the system would be hosted on a server which was not under 
the control of the Council. This was unacceptable, and the Council declined the invitation. 

In June 2009 the Improvement Service again approached the Council to advise of a 
project to provide a members’ caseload management system as a members’ portal of the 
Lagan system which is the current CRM system operated within the Council. The portal 
as initially developed did not meet the requirements of North Lanarkshire Council - but, as 
a result of significant additional work, adaptations have been made to the design of the 
portal sufficient to meet the Council’s basic requirements. It is, accordingly, proposed to 
submit a report to the Corporate Services Committee recommending that the Council 
proceed to install, configure and test an elected members’ caseload management system 
based on this portal. 

Implications 

The system, basically, is a computer based process whereby members’ enquiries can be 
directed to the appropriate point and the progress of dealing with those enquiries can be 
logged and monitored. Key to the system is, accordingly, identification of destinations for 
enquiries - and it will be necessary for each Service to identify such destinations and put 
in place arrangements for enquiries to be dealt with. To an extent this work is not 
dissimilar to the work which has already been undertaken as part of the implementation of 
the Council’s complaints system and it may be possible to adopt some part of that work 
for the members’ caseload management system. 

The implementation of the system will have significant implications for the Members’ 
Services Unit. The extent of the increased involvement will vary according to the 
requirements of individual elected members, but it is considered that this can be 
accommodated as part of the implementation process. -- . 
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3.3 There are also financial implications. The cost of installation and set up are estimated to 
be in the region of f8,000 and provision has been made for these costs within Finance 
and Customer Services' budgets for the current financial year. There will, however, also 
be ongoing maintenance costs which are estimated to be in the region of f 1,500 per year 
for which there is no current budgetary provision. 

4. Consideration 

4.1 While this is not an ideal time to implement initiatives involving additional expenditure, this 
is the culmination of a significant amount of work to develop a system which assists 
members in their casework. It has the added advantage of building on the very significant 
investment the Council has already made in the Lagan system and of obtaining increased 
returns from that investment. It is, accordingly, recommended that the Council proceed to 
install and implement this system. 

5. Recommendation 

5.1 It is recommended that the Corporate Services Committee approve the implementation of 
a caseload management system for elected members. 

I He of Central Services /B 
Members seeking further information on the contents of this report are asked to contact John Fleming, Head 
of Central Services on Extension 2228. 
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