
TRANSFORMATION − 14 June 2016

Motherwell, 14 June 2016 at 10 am.

A Meeting of the TRANSFORMATION COMMITTEE

PRESENT

Councillor Spowart, Convener; Councillor Jones, Vice−Convener; Councillors Bonnar, Burrows, Graham and
Hume.

ALSO PRESENT

L. Millar and C. McGuire (GMB), M. Quigley (Unison) and M. Scroggie (Unite).

CHAIR

Councillor Spowart (Convener) presided.

IN ATTENDANCE

Assistant Chief Executive (Enterprise and Housing Solutions); Head of Corporate Property and Procurement,
Expenditure Manager, Procurement Manager, Corporate Finance Manager, Scottish Welfare Fund Manager,
First Stop Shop Manager and Corporate Development Manager.

APOLOGIES

Councillors Cefferty and Logue.

Prior to the commencement of business the Convener welcomed the trade union representatives to their
first meeting of the Transformation Committee.

DECLARATIONS OF INTEREST IN TERMS OF THE ETHICAL STANDARDS IN PUBLIC LIFE ETC.
(SCOTLAND) ACT 2000

1. There were no declarations of interest.

TRANSFORMATION POLICY AND REVIEW

2. The Assistant Chief Executive (Enterprise and Housing Resources) provided information relating to
ongoing transformational activity and work across the Council (1) advising that all complete and
ongoing programmes of transformational activity across the organisation would be detailed in a single
document providing information on the progress to date, the scope and governance/reporting
mechanisms together with details of any proposed savings; (2) highlighting that in respect of each
workstream an outline business case would be required to be produced and agreed accordingly; (3)
intimating that data was being populated within the template for capture of the information relating to
ongoing work and that this would be further agreed with Services prior to submission to the
Transformation Committee in September 2016, and (4) explaining that all appropriate partners and
stakeholders would be involved in reviews.

Decided: that the oral update from the Assistant Chief Executive (Enterprise and Housing
Resources), be noted.
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REVIEW MODEL − VERBAL UPDATE

3. This item of business had been dealt with under paragraph 2 above.

BUSINESS CENTRE

4. There was submitted a report, dated 8 June 2016, by the Head of Revenue and E−Government
Solutions outlining the type of activities that would be included in a Business Centre (1) reminding the
Committee that the Council was currently engaged in the implementation of the iTrent HR/Payroll
system which, over a five year period, was projected to deliver a reduction of 42 full−time equivalent
(FTE) posts across the Council; (2) highlighting that the HR/Payroll Replacement Project introduces
an Employee Service Centre (ESC) which provides the basis to develop a business centre that would
facilitate the provision of a range of administrative, support and transactional services for the
organisation; (3) outlining the details for the proposal for the implementation of a business centre; (4)
intimating that the conservative estimate of staff numbers involved who would fall under the auspices
of the business centre would be approximately 550 with a number of additional staff also involved in
school administration support, social work grants and administration, and (5) summarising a number
of key business activities which could be considered for the business centre including customer
contact activity, employee service, the welfare team and billing and recovery.

The Convener highlighted that a final decision on the matter would require to be made by the Policy
and Resources Committee.

Decided:

(1) that the development of an outline business case, be approved;

(2) that it be noted that a final decision on the implementation of a business centre would require
to be taken by the Policy and Resources Committee, and

(3) that, otherwise, the report be noted.

IMPLEMENTING OUR CUSTOMER SERVICES STRATEGY

5. There was submitted a report, dated 2 June 2016, by the Head of Revenue and E−Government
Solutions providing a position statement on the improvements to customer management to strengthen
support for the introduction of digital services as part of the implementation of the 2013−2018
Customer Services Strategy (1) intimating that it was intended to make the Customer Services
Strategy for the Council as simple, efficient, convenient, pleasant and cost effective as possible for
customers to interact and do business with the Council; (2) detailing that the Strategy was specifically
designed to maximise the value of three major contact channels:− First Stop Shops (face to face), the
Customer Contact Centre (telephony) and the Council on−line web (digital); (3) advising that the
Council was already well on the way to moving customers away from the difficult to use and
expensive channels such as face to face towards the easier to use, and less expensive, channels
such as web chat; (4) providing a narrative on the various customer contact channels; (5) outlining the
current and proposed governance arrangements in respect of customer services and access
channels, and (6) listing a number of proposed actions, approval for which was sought from the
Committee.

Decided:

(1) that all remaining Council Service areas and ALEOs must identify back office systems that
hold customer information and then engage with Customer Services, agreeing a timescale to
have this data linked to the master Citizen Record so it can be kept accurate and current;
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(2)

(3)

(4)

(5)

(6)

(7)

(8)

(9)

that Service areas ensure that all back office systems holding customer information, hold as a
minimum:− first name, last name, gender, date of birth and address and, where this
information is not currently held, have obtained it;

that Service areas work with Customer Services to identify streamlined service processes to
make them fit for online service delivery through the customer portal using My Account;

that Service areas actively support national initiatives (a) all schools to implement online
school payments, and (b) all public information notices to be published on the "Tell Me
Scotland" website;

that Service areas identify open data to be published based on the top 20 Freedom of
Information requests received by the Council;

that all Service areas be considered for inclusion in the First Stop Shops and the Customer
Contact Centre, either in full or in part;

that PISA be moved onto the corporate GIS infrastructure;

that the records management function be moved from CultureNL to North Lanarkshire
Council;

that a centralised digital content capability be created to support the ongoing growth of online
digital services through the customer portal, and

(10) that, otherwise, the report be noted.

REVIEW OF ADVICE AND INFORMATION SERVICES − UPDATE

6. There was submitted report, dated 2 June 2016, by the Head of Revenue and E−Government
Solutions providing a background and overview of services considered within scope of the review and
current funding and service design, providing an assessment of current and future service delivery
and recommending a number of changes to the current internal service structures and funding
arrangements for external services (1) explaining that the provision of Welfare Rights, Income
Maximisation and Money Advice services across North Lanarkshire operates within a complex
landscape and involves a significant number of providers, both internally and externally and within this
context the Committee had previously agreed that a short term review group consider the provision of
advice and information services; (2) detailing the services that came within the scope of the review
and outlining the methodology of the review process; (3) providing detail on the funding provided to
external organisations and the funding provided to internal services compared against a number of
outcomes: (4) highlighting that three service delivery options were considered by the review namely
(a) Option 1 − wholly outsourced (from the Council) advice and information services provided by the
third sector on behalf of the Council which would include all Welfare Rights services and Money
Advice services; (b) Option 2 − a mixed economy option where advice and information services were
provided by the Council and the third sector, and (C) Option 3 − a wholly internal Council advice and
information service, provided by current internal teams including all Welfare Rights services and
Money Advice services; (5) intimating that all respondents had indicated that Option 2 was their
preferred option with the exception of one Citizens Advice Bureau which had declined to indicate a
preference; (6) highlighting the reasons provided by many respondents for Option 1 and Option 3 not
being the preferred options, and (7) detailing a number of proposed changes to current structures and
funding which would require to be undertaken with the view that this would include removing any
duplication of funding provided.

The Convener informed the Committee that this paper was before it as an interim report and was a
discussion paper only and that a final decision on this matter would require to be remitted to the Policy
and Resources Committee.
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Decided:

(1) that the "One−Stop" approach for Council services for Money Advice be endorsed;

(2) that Option 2 be endorsed as the preferred option;

(3) that the proposal to rebrand and restructure North Lanarkshire Information and Advice Forum
(NLIAF), and to require partners to contribute to the new Forum to receive funding, be
endorsed;

(4) that further work be undertaken by the Review Group on funding proposals and Service Level
Agreement/monitoring arrangements;

(5) that subject to (4) above the report be remitted to the Policy and Resources Committee for
consideration, and

(6) that, otherwise, the report be noted.

CORPORATE PROCUREMENT UPDATE AND FUTURE PROPOSALS

7. There was submitted a report, dated 3 June 2016, by the Head of Corporate Property and
Procurement to support a presentation given by that officer to the Committee in relation to an update
on the Corporate Procurement Model and detailing and agreeing specific recommendations (1)
reminding the Committee that the Policy and Resources Committee, at its meeting on 12 February
2015, had agreed a more corporate approach to procurement, including additional resources for the
Corporate Procurement Team, with the majority of procurement being organised within individual
Services and supported by the extended and more skilled Procurement Team, delivering a Category
Management model of procurement, and (2) presenting a number of proposals to further develop the
Corporate Procurement Model, details of which were provided in the presentation given by the Head
of Corporate Property and Procurement to the Committee.

The Head of Corporate Property and Procurement, together with the Procurement Manager, provided
a presentation to the Committee, providing information on progress to date with the new Corporate
Procurement Model and future actions.

Decided: that the Head of Corporate Property and Procurement develop a further report for the
Policy and Resources Committee recommending, for approval, improvements to the
Corporate Procurement Model, as set out in the report.

ASPIRE UPDATE

There was submitted a report, dated 7 June 2016, by the Strategic Adviser, providing an update on
progress made with the development of the ASPIRE change programme, as detailed in the Chief
Executive's report to the Policy and Resources Committee in December 2015 (1) explaining that the
Chief Executive had outlined his approach to establishing the ASPIRE programme to cut across all
Council Services and to become the guiding principle for redesigning Council Services to improve
services and outcomes; (2) highlighting the key messages that have been made from ASPIRE; (3)
listing the five priorities for the Council, as approved by the Policy and Resources Committee; (4)
providing a narrative on a number of employee engagement sessions which had commenced in
March 2016 for which 684 employees had booked; (5) detailing the ways in which engagement and
enablement within the organisation would be further developed including a range of further sessions
with elected Members and specific groupings of employees, and (6) intimating that the challenge was
now to build on the initial levels of energy and enthusiasm, which had been generated, to continue the
journey and make change a tangible reality in order to deliver real results for the organisation and the
people and communities of North Lanarkshire.
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Decided:

(1) that the progress made for the development of the ASPIRE Programme be noted;

(2) that further updates would be provided as the programme developed;

(3) that the Committee would continue to support and develop the ASPIRE Programme, and

(4) that, otherwise, the report be noted.

DATE OF NEXT MEETING

9. The Committee noted that its next meeting would take place at 10 am on Thursday, 15 September
2016.
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