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Executive Summary
The pace of change in recent years and the complexities of the challenges facing the
council, including financial constraints, increasing demand for services, cost pressures,
and diminishing resources, don't need to be reiterated as with challenges come great
opportunities.

What matters is how we respond and take advantage of the opportunities that are
before us − how we fundamentally rethink our service functions, our relationships with
service users and residents, and our role in relation to North Lanarkshire and its
communities.

What matters is how we move away from a short−term reactive approach to one that
scopes out what North Lanarkshire actually needs over the longer−term, one that has
regard for the benefits to be gained from a wider regeneration agenda, and one that
facilitates a holistic approach to unlocking North Lanarkshire's potential and enabling
economic growth.

This report sets out the ambitions for North Lanarkshire under a number of priority
projects identified for development by Enterprise and Housing Resources. An overview
of each project is captured under the broad headings of economic regeneration,
housing management, digital transformation, a workforce for the future, and evidence
informed policy and practice. As this means significant transformation in terms of
regenerating town centre areas, new reimagined models for service delivery and
economic regeneration, and a finance strategy for economic regeneration, this report
aims to provide a framework that will enable the level of transformation required in
order to realise the ambitions set out.

This report aims to provide an overview of the priority projects which will be developed
and implemented in line with the council's priorities and Business Plan. It is intended
that more detailed project plans will be shared with Members as each programme of
work is developed. Options for Member / officer working groups, to be established for
each of the priority projects, will be identified in each of the follow up reports.

Recommendations
It is recommended that the Enterprise and Housing Committee:



(1) Note the contents of this report and the accompanying Appendices ( I t o 5),
(2) Agree the outline proposals for priority projects in the short, medium, andlong−term,

as summarised in Appendix 6, and
(3) Agree to the indicative timetable for future reports to Committee which will outline

plans to take forward each of the priority projects, as outlined in Appendix 7.

Supporting Documents

Council The programme of work for Enterprise and Housing Resources
business contributes in various ways to all three of the priorities that focus on
plan to 2020 what the council needs to achieve (i.e. improve economic

opportunities and outcomes, support all children to realise their full
potential, and improve the health and care of communities); these
were fundamental aspects in the development of this report and its
contents. The other two priorities (i.e. to improve the council's
resource base and improve relationships with communities and the
third sector) indicate the changes that are necessary in order to
facilitate delivery of the other three priorities. Working differently and
better in respect of communities, and drawing on a wider range of
resources to achieve the council's aims, are therefore an intrinsic
part of the Enterprise and Housing Resources new business model.

Appendix I A) Economic regeneration.
Appendix 2 B) Housing management.
Appendix 3 C) Digital transformation.
Appendix 4 D) A workforce for the future.
Appendix 5 E) Evidence informed policy and practice.
Appendix 6 Outline proposals for Enterprise and Housing Resources'

programme of work in the short, medium, and long−term.
Appendix 7 Indicative timetable of project plans/updates to future Enterprise and

Housing Committee meetings.

1. Report

1.1 Members will be aware of the Chief Executive's report approved at Committee in
December 2015, outlining the Future Priorities of the Council and Delivery Mode!.
This identified five clear priorities, to:

• Improve economic opportunities and outcomes
• Support all children to realise their full potential
• Improve the health and care of communities
• Improve relationships with communities and the third sector
• Improve the council's resource base

1.2 At this time, three Assistant Chief Executive posts were established with a
corporate responsibility in terms of improving outcomes, integrating service
delivery, identifying opportunities for proactive and innovative solutions, aligning
budgets and staff to support the council's priorities, and securing additional
resources and revenue streams to help deliver these.

1.3 This strategic repositioning promoted a focus on expending resources in ways
that achieve the greatest benefits for the council and the public. This provided an
opportunity for an Enterprise and Housing Resources business model that
fundamentally rethinks service redesign within the wider context of place − that



considers how service users interact with the council, how service delivery
workflows are managed and productivity is maximised, and how public sector
land and assets are used to best effect.

1.4 The first step in this repositioning involved workforce establishment changes and
realignment of structures, which were outlined in the Phase 2 Restructure report,
approved in December 2016. This restructure brought together a range of
complementary services within Enterprise and Housing Resources. Collectively
these resources will be able to have a significant impact in terms of unlocking
North Lanarkshire's potential and addressing economic and social disparities.

1.5 At that same time, the council Business Plan to 2020 was approved − this sets out
the programme of work required to deliver on the five priorities. This has enabled
Enterprise and Housing Resources to align resources and ambitions and move to
a more holistic approach which aims to bring about significant transformation and
deliver broader economic and social benefits to the people and communities of
North Lanarkshire.
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2. Report

2.1 Services within Enterprise and Housing Resources have been at the forefront of
economic and social developments in recent times − embracing new ideas and
radical change to improve, rather than simply retain or protect public services.
The time has now come when solutions need to be more strategic and wider
reaching and a shift is required from a single service change to whole system
transformation. To support this, the ambitions of Enterprise and Housing
Resources are underpinned by a business model which identifies five priority
project areas that focus on North Lanarkshire's needs over the longer−term.

2.3 The five priority projects are summarised below, with additional context provided
in Appendices 1 to 5.

A) Economic regeneration − Regenerating North Lanarkshire and tackling
wider economic and social disparities requires a holistic regeneration and
infrastructure programme that supports (a) regeneration of place −
reinvigorating land, buildings and housing, and re−provisioning town centres,
and (b) economic growth − focussing on businesses and people through
business development, increasing jobs, attracting investment, supporting key
sectors, and improving employability, particularly for those furthest from the
labour market. However, successful regeneration requires the right
conditions in order to unlock the potential for growth in the local economy
and enable stability and prosperity. Successful regeneration also needs a
long−term plan and while this report outlines plans to drive forward
regeneration activity for the period to 2020, it also looks beyond to ensure
that momentum is retained.

It is our intention therefore to bring forward a report to Committee on



an economic regeneration delivery plan that aims to unlock the potential of
North Lanarkshire. Work is already underway in this respect, with the NIL
Homes Delivery Plan, City Deal projects, and work to develop a Ravenscraig
master plan all having a significant contribution to make towards economic
growth. Future proposals will aim to build on the intentions in these plans in
order to maximise economic regeneration. There will also be a focus on
attracting new / inward investment and providing solutions for employers
(particularly focused on supporting business growth). The challenges in
identifying the labour skills required to support sustainability and growth for
new and existing businesses will also be considered. Creating the right
conditions to regenerate North Lanarkshire's town centre areas and working
more collaboratively with the private sector will also feature prominently.
Consideration will also be given to a new regeneration themed fund linked to
the council's future capital investment strategy for 2018/23 and a review of
the future rental income strategy which could operate individually or in
tandem.

B) Housing management − Realising the ambitions of the NL Homes Delivery
Plan will contribute to growth in North Lanarkshire over the next 10 to 15
years in terms of population and household numbers. When combined with
delivering services aligned with the intentions of the Business Plan, this
represents a significant challenge for the range of housing and associated
services. Continuing to meet the needs of our service users and
communities while targeting support to reach the most vulnerable of
individuals, and ensuring more efficient ways of working to reduce costs and
improve workforce productivity, are key factors in this challenge.

It is our intention therefore to bring forward a report to Committee on a
housing management model that aims to reconfigure service delivery to best
meet needs, while ensuring the most effective and efficient use of the
council's resources. This will focus on asset modernisation and
rationalisation, improved use of technology to reduce paper based
transactional processes and promote more self−serve I self−help functions,
and innovative working practices that mobilise staff and improve productivity.
The intention is that this model will be based on a more comprehensive
understanding of service users' needs and shaped by data from interactions.
Public engagement will be built in to help raise awareness and increase
understanding. It is recognised however, that not all service areas are suited
to an automated approach.

C) Digital transformation − Reimaging services in a digital world needs a clear
vision about the role and benefits of digitisation across the whole business
model. This is important to ensure that resources are used to best effect and
services continue to meet the ever−evolving and increasing needs of key
stakeholders − partners, residents, service users, tenants, and utility
providers − and the most vulnerable of individuals. Technology is already
working effectively within the service to manage workflows, but service user
interactions can still be quite traditional and don't necessarily take account of
today's generation who have been immersed in the digital era from birth.
There is also an opportunity to integrate the internal and external digital
environments, and for the council to benefit (in terms of housing, health, and
economic growth) from the national commitment to an infrastructure that will
deliver connectivity across the whole of Scotland by 2020.

It is our intention therefore to bring forward a report to Committee on



proposals to develop an approach to digital transformation that enables more
consistency in operational practices and user experiences across the assets
we manage, and enhances digitisation of appropriate services. This will
focus on aspects of digital transformation (and promotion of self−serve Iself−help

opportunities) required for the new housing management model,
including the technology to mobilise staff and improve productivity through
more remote working and scheduling. In addition, consideration will be given
to ensuring that new build specifications can facilitate the technology that
helps to deliver more effective care in the home, and existing homes are
suitably adaptable. There will also be a focus on the next phase of the
housing property management solution for repairs, which includesself−diagnosis

and alignment with contractor scheduling technology. This will
also include consideration of the benefits to be gained for the council and our
services users from extending digital connectivity beyond the internal
environment to the external one. The programme of digital transformation
referred to in this report is an inherent part of the exercise underway across
the council. This aims to digitise services by shifting the way that people
interact with the council towards more accessible online services and
delivering services in a more efficient way.

D) A workforce for the future − Key to delivering on the ambitions in this
report, and ensuring a corporate approach to improving the council's
resource base in terms of the employee resource, is a commitment to the
ongoing development of the workforce across the council. With a 20%
reduction in employee resources across the council over the last eight years,
and a priority to improve the council's resource base and ensure
organisational capacity and capability is fit for purpose for current and future
service delivery, a new approach is required. To align with the council
priorities and facilitate delivery of the programme of work in the Business
Plan, this approach needs to enable increased flexibility in the workforce and
invest in people to ensure they have the right skills for the job (withre−training

options where required). It also needs to consider the wider
economic regeneration agenda and contribute to creating a competitive
workforce (aligned to the economic strategy), with new career pathways for
both the council and external stakeholders that takes into account sector
growth and employer demands.

It is our intention therefore to bring forward a report to Committee on a
new approach to workforce development in line with the principles of
ASPIRE. This will focus on strategies for workforce development and
learning and development. In addition, policy frameworks will be identified
that require to be reviewed to enable increased flexibility in working patterns
and locations, and re−training options as required in order to meet current
and future demand and aspirations. This will also focus on promoting
employee health and wellbeing and increasing employee engagement.
Consideration will be given to enhancing the council's contribution to the
wider economic regeneration agenda, e.g. through the creation of
apprenticeship opportunities and opportunities for those furthest from the
labour market.

E) Evidence informed policy and practice − Bringing about significant change
and delivering broader economic and social benefits to the people and
communities of North Lanarkshire requires policies that focus on the future of
North Lanarkshire, that respond to people's needs and aspirations and build
towards the long−term vision for the area. This, combined with the Best



Value duty of continuous improvement, delivering on the council's corporate
priorities, and meeting the aspirations set out in the Business Plan both now
and in the ever−evolving future, requires an approach that ensures future
policy setting, decision making, and improvement is informed by evidence −
evidence that identifies and addresses key priorities and interventions by
drawing upon research, evaluation, and data trends.

It is our intention therefore to bring forward a report to Committee on a
business model that aims to support policy setting, decision making, and
improvement through enhanced use of evidence. The focus for this will be
on the types of evidence required to inform policy and performance, reports
that are usable and reliable, and the provision of information which supports
reporting against the corporate priorities in the Business Plan. Included in
this will be reference to wider context and insight gained through research,
environmental scanning, engagement, evaluation, and interpretation.

2.4 This report is consistent with a number of the council's key strategies and
programmes, e.g. the Local Development Plan 2017−27, City Deal, Economic
Strategy, Local Housing Strategy 2016−21, Strategic Housing Investment Plan,
and NL Homes Delivery Plan. It also reflects current and emerging national
priorities, including:

• Ensuring ongoing compliance with the Scottish Housing Quality Standard
(SHQS).

• Meeting the Energy Efficiency Standard for Social Housing (EESSH) targets
by 2020.

• Meeting the Climate Change 2020 milestone.
• The impact of the national Living Wage commitment on contract costs.
• The impact of the Brexit negotiations − for example in areas that receive

European Union (EU) structural funds and where EU legislation affects areas
of work (such as employment and procurement). There may also be an
impact on investment and jobs, and free movement and working rights of EU
citizens which could have implications for communities and local services.

• The impact of the full Universal Credit rollout, which is due to take place
across the council from April 2018, on residents and tenants.

• The implications of the Child Poverty (Scotland) bill, which comes into force
in 2018 − this requires less than 10% of children to be living in relative
poverty by 2030.

• Integration of health and social care − the North Lanarkshire Housing
Contribution Statement outlines the key contribution that housing makes in
delivering the national health and wellbeing outcomes. This includes
enhancing telehealth and telecare services, and solutions for people
requiring support so they can live independently at home, and manage their
own health and wellbeing better.

• The outcome from the national review of enterprise and skills support
provided by Scotland's economic development and skills agencies. This
aims to ensure that businesses, workforce, training providers, colleges and
universities, and young people all receive the joined−up support they need.
Phase 2 began in November 2016 and nine projects are underway to take
forward Phase 1 recommendations.

• The impact of the national Places, People and Planning position statement,
published in June 2017, which aims to strengthen the planning system and
support sustainable economic growth. The position statement sets out
aspirations for a more effective system which supports businesses while
working with communities to ensure development happens in the right



places.

2.5 To help shape development and implementation of the priority projects outlined in
this report, a number of core principles have been established. These aim to:

• Ensure projects maximise funding opportunities.
• Ensure involvement of relevant stakeholders, partners, service users, and

communities.
• Maximise the use of resources, through effective partnership working, and

asset realisation and service redesign where appropriate.
• Change public perceptions in terms of self−serve and self−help services.
• Raise the profile of North Lanarkshire as an investment location and place

where businesses can flourish.

Next steps

2.6 The leadership team of senior officers within Enterprise and Housing Resources,
under the direction of the Assistant Chief Executive, will play a lead role in
developing, co−ordinating, and implementing the ambitions and priority projects
outlined in this report. Options for Member I officer groups, to be established for
the priority projects, will be taken forward in each of the follow up reports.

2.7 The introduction of the new committee structure in May 2017 (now aligned to the
council's organisational structure), will enable Elected Member oversight of
Enterprise and Housing Resources' activities in terms of delivering against the
council's priorities and the programme of work in the Business Plan.

2.8 Appendix 6 provides Elected Members with outline proposals for the list of priority
projects in the short, medium, and long−term.

2.9 Appendix 7 provides an indicative timetable for future reports / updates to
Committee which will outline plans to take forward each of the priority projects.

3. Implications

3.1 Financial Impact
This will be outlined in each of the follow up reports.

3.2 HR/Policy/Legislative Impact
This will be outlined in each of the follow up reports.

3.3 Environmental Impact
This will be outlined in each of the follow up reports.

3.4 Risk Impact
This will be outlined in each of the follow up reports.

4. Measures of success

4.1 This is an opportunity to significantly reimagine ways of working and unlock the
potential of North Lanarkshire to facilitate economic growth. Key to achieving the
ambitions outlined in this report will be the ability to demonstrate success in a
number of areas, this includes the following.



• Attracting more businesses and people to North Lanarkshire will help
increase North Lanarkshire's Gross Value Added (GVA) − the measure of
economic outputs of an area (e.g. the value of goods and services produced
by the business base in North Lanarkshire).

• Growing the local economy will contribute to an increase in the employment
rate for those aged 16 to 64, which will have a positive impact on economic
growth within North Lanarkshire.

• Increasing workplace based earnings (i.e. average gross weekly wage for
individuals employed within North Lanarkshire) will contribute to improving
economic and social disparities across the area.

• Ensuring better use of council assets (land and buildings), creating new
homes and maintaining the standards of existing homes, developing a new
financial model to support regeneration, increasing the council tax base
through an increased number of new homes, and developing a workforce fit
for purpose will play a significant role in terms of improving the council's
resource base.

4.2 Further measures of success will be detailed in each of the follow up reports.

Assistant Chief Executive
Enterprise and Housing Resources



Appendix 1

A) Economic regeneration

Regeneration is at the heart of driving real benefits for the people and communities of
North Lanarkshire through securing inward investment, supporting economic growth,
and making North Lanarkshire a place with plenty to offer − to live, work, raise a family,
enjoy recreational pursuits, and do business. While there is no doubt that global and
national factors will play a role in shaping the future of North Lanarkshire's economy,
this reinforces the need to act locally to help create the right conditions for economic
growth.

Various programmes of work are underway which contribute to the council's priorities,
in particular improving economic opportunities and outcomes, this includes:

(a) Housing development − As well as improving the attractiveness and vitality of the
housing market in North Lanarkshire and delivering quality homes that attract and
retain workers, new housing development can also help to promote social equality
(ensuring all residents benefit), and improve care for older people and those with
disabilities at home and in the community. The Local Housing Strategy 2016−21
provides a framework to ensure that investment in housing contributes to social and
economic disparities, as well as physical regeneration. The Local Development Plan
2017−27 aims to ensure there is sufficient land for development needs, business
growth and investment, new homes, and retail and leisure uses and sets out policies
for the development and use of land.

As places that can accommodate large−scale urban growth, and meet a significant
proportion of demand for new housing development (as well as provide other things
such as shops, schools, leisure facilities, and open spaces), Community Growth Areas
(CGAs) provide a huge potential for inward investment. For this reason, three have
been identified in the council's Local Development Plan 2017−27 − South Cumbernauld,
Gartcosh−Glenboig, and South Wishaw.

The NL Homes Delivery Plan states the ambition to support growth by increasing the
provision of affordable homes across all tenures, increasing supply through the empty
homes purchase scheme, improving quality and housing related services, and
enhancing the housing offer to encourage people to want to live in North Lanarkshire.
This includes the planned delivery of 770 new homes by 2021, and a further 1,000 by
2026/27.

Sites approved to date for the council new build programme are mainly council owned,
and include former school sites. The programme also includes the acquisition of a
number of completed units from private developers as part of their affordable housing
policy obligations. Work to facilitate development of smaller sites within villages is also
underway to help meet localised housing need and contribute to community
regeneration.

Funding for the delivery of the current phase new build programme is contained within
the Housing Revenue Account and supported by grant from the Scottish Government's
affordable housing supply programme. The provision of future funding however
requires consideration of future housing supply and the benefits to be gained fromre−provisioning.

This could include considering the potential to re−provision some of our
existing stock that is low demand and/or will have future high investment needs, and
replace with new, high quality stock that meets current day standards and the changing



needs of our communities. For example, a similar approach was taken when the
demolition of Glencairn tower in 2012 resulted in redevelopment of the site with 25 new
homes. This would result in better quality housing, thus creating sustainable demand
and supporting regeneration programmes such as town centre remodelling.

The new built environment solutions team brings together building standards,
enforcement, private sector housing, and landlord registration. In addition to dealing
with building warrant applications, inspections, and dangerous buildings, this new
model will have a key role in economic regeneration in terms of delivering
improvements in private sector housing, developing key sites, and enhancing our ability
to address repairs and investments within mixed tenure properties.

To support economic growth requires consideration of a new funding strategy, this
could comprise two elements − a themed composite capital bid and a review of the
future rental income strategy. These could operate individually or in tandem.

• A regeneration fund could be linked to the council's future capital investment
strategy for 2018/23. Such a fund could potentially be based on a themed
composite bid that enables creation of a five year regeneration fund to support
development of wider regeneration activities through targeted delivery. Such a
growth fund would be flexible, in that it would be a readily available pot of money
primarily aimed at one off projects needed to unlock regeneration and inward
investment. The composite bid could be augmented by successful external grant
funding. The development of business cases would ensure projects for
development contribute to economic regeneration priorities. In essence this would
be a mini city deal programme for North Lanarkshire using innovative funding and
new borrowing methods, e.g. bonds. Such a growth fund would also require work to
identify a list of areas to target for development.

• Wider regeneration benefits for the housing stock and local communities could also
be realised following a review of the future rental income strategy.

(b) Regenerating town centres − Work is already underway to consider redeveloping
or converting key strategic sites in town centres. With shopping habits adapting to an
increase in online shopping combined with a drop in footfall, high streets are no longer
the place to go for a day out. Out of town supermarkets and retail parks are now a
destination of choice with free parking, easy access, and more space to deliver the
experiences modern consumers demand. However, changes in social attitudes means
spending patterns have changed with more of a focus on eating/evenings out, leisure
pursuits, and holidays than on retail spend. This, combined with an over dependency
on big chain outlets and out of town locations, and a lack of variety and independent
shops in the high street, increases an area's vulnerability.

Securing sustainable economic growth for North Lanarkshire therefore needs a new
approach to town centre areas. An approach that needs to re−evaluate what these
areas are used for and which re−imagines a place that offers a different mix of
opportunities for retail, leisure, and homes and a different variety of experiences and
interactions that take in living, working, and sharing, as well as leisure and learning.

Regeneration of these areas could be accelerated by considering further options to
purchase vacant buildings and sites for redevelopment (i.e. for private and/or council
homes of all property types (including new build and conversions), and/or commercial
developments). There are also opportunities to redevelop existing sites for targeted
retail and/or housing − all subject to a supporting business case. This requiresco−ordinating

activities with local housing associations already delivering projects in town
centre areas.



(C) Increasing inward investment and growing the business base − Following
recent public and private sector investment in local infrastructure, including the
upgrades to the road network, there has never been a better time to promote North
Lanarkshire as the place to do business. Moving forward we need to ensure that the
surrounding infrastructure to facilitate growth continues to create the right conditions.
This includes the provision (and appropriate mix) of new sites, spaces, and premises to
support development and expansion of local businesses.

Equally important is improving the environment of existing industrial estates and
business parks to ensure they remain suitable for current and future demands,
unlocking the capacity of major employment sites, and ensuring the right infrastructure
to improve connectivity. The strategic development of a digital environment is a key
enabler in terms of inward investment. In this respect discussions are underway with a
range of partners to enhance North Lanarkshire's infrastructure.

Work through Choose Lanarkshire, a joint initiative between North and South
Lanarkshire, already helps to promote the area as the place to do business, while work
is ongoing to assist the growth of existing and new businesses through the Lanarkshire
Business Gateway service supported by targeted financial support and. initiatives
geared towards key sectors.

To ensure that local businesses and inward investors continue to have the ability to
expand and create jobs, the council's planning system needs to facilitate a market
ready supply of land for development. The Local Development Plan 2017−27 (in its
final stages of development, prior to being adopted October 2017), aims to ensure
there is sufficient land for development needs, business growth and investment, new
homes, and retail and leisure uses and sets out policies for the development and use of
land. Recent changes to the planning scheme of delegation also facilitate inward
investment, in that the new approach contributes to quicker processing times and frees
up resources to create a more marketing led approach that proactively promotes
opportunities available for regeneration activity.

Plans will also aim to build on the success of the council's supported employment
service through the recent integration with the council's supported business, North
Lanarkshire Industries. The newly formed supported enterprise service has a focus on
developing the supported business and assisting individuals with a range of abilities to
gain sustainable employment, offering practical support to both the employee and
employer within the private and public sectors.

Events like the International Children's Games 2011 and the 2014 Commonwealth
Games helped raise the profile of North Lanarkshire and brought in new visitors.
Building on this success through forthcoming events, such as the British Transplant
Games 2017 and European Championships 2018, will be vital for North Lanarkshire to
compete on a local, regional, and national level.

A new integrated service model for tourism and events, building on the existing
Lanarkshire tourism strategy, will therefore ensure previous successes can be built on
to raise the profile and positive image of North Lanarkshire and attract new visitors and
associated expenditure. Businesses will need to work together in order to enhance the
visitor experience and increase numbers. This will require an emphasis on improving
communication and engagement with key stakeholders in the visitor economy to
ensure ongoing development of the sector as a whole.

Improving the quality of the labour supply for the overall sector is another essential



element in order to create a successful visitor experience and grow the economy. This
will require identification of key growth sectors and a prioritised list of
companies/sectors key to the area, as well as the creation of new jobs in new fields.

(d) Enhancing connectivity − An efficient and effective transport system is essential to
attract new investors, developers, and businesses to the area, and to improve access
to an increasing range of employment and training opportunities for residents across
North Lanarkshire. Realising the intentions of the Glasgow City Region City Deal will
see significant improvements in transport links and regeneration and work will include
developing vacant and derelict land sites over the next 20 years.

Three overarching projects are programmed to be delivered in North Lanarkshire over
the first ten years − A8 I M8 Corridor Access Improvements, Gartcosh / Glenboig
Community Growth Area, and the Pan−Lanarkshire Orbital Transport Corridor).

It is our intention therefore to bring forward a report to Committee on an
economic regeneration delivery plan that aims to unlock the potential of North
Lanarkshire. Work is already underway in this respect, with the NL Homes Delivery
Plan, City Deal projects, and work to develop a Ravenscraig master plan all having a
significant contribution to make towards economic growth. Future proposals will aim to
build on the intentions in these plans in order to maximise economic regeneration.
There will also be a focus on attracting new / inward investment and providing solutions
for employers (particularly focused on supporting business growth). The challenges in
identifying the labour skills required to support sustainability and growth for new and
existing businesses will also be considered. Creating the right conditions to regenerate
North Lanarkshire's town centre areas and working more collaboratively with the
private sector will also feature prominently. Consideration will also be given to a new
regeneration themed fund linked to the council's future capital investment strategy for
2018/23 and a review of the future rental income strategy which could operate
individually or in tandem.



Appendix 2

B) Housing management model

As the largest local authority landlord in Scotland, the council provides housing for
almost 37,000 tenants, 24% of all homes in North Lanarkshire. This includes direct
provision of services relating to managing tenancies, maximising income, managing
rent arrears, and estate management which includes managing 48 towers, 39
sheltered housing complexes, and anti−social behaviour services. Services are also
delivered to a range of service users in terms of housing support, homelessness,
temporary accommodation, and housing advice and assistance aimed at preventing
homelessness and helping people meet their housing needs.

Housing services make a large contribution to many of the council's priorities −
ensuring children live in a settled, warm, secure home is critical to their educational
attainment and effective neighbourhood management helps to improve the lives of
residents. These clearly have an impact in terms of supporting all children to realise
their full potential, improving the health and care of communities, and improving
relationships with communities and the third sector. Programmes of work are also
established around preventing and alleviating homelessness, assisting households
who experience economic disadvantages, and taking action to address energy
efficiency and fuel poverty. Targeting causes of anti−social behaviour helps create
safer neighbourhoods and reduce crime, directly impacting on the life chances of
residents.

Realising the ambitions of the NL Homes Delivery Plan will contribute to growth in
North Lanarkshire over the next 10 to 15 years in terms of population and household
numbers. When combined with delivering services aligned to the intentions with the
Business Plan, this represents a significant challenge for the range of housing and
associated services. Continuing to meet the needs of our service users and
communities while targeting support to reach the most vulnerable of individuals, and
ensuring more efficient ways of working to reduce costs and improve workforce
productivity, are key factors in this challenge.

It is our intention therefore to bring forward a report to Committee on a housing
management model that aims to reconfigure service delivery to best meet needs,
while ensuring the most effective and efficient use of the council's resources. This
will focus on asset modernisation and rationalisation, improved use of technology to
reduce paper based transactional processes and promote more self−serve I self−help
functions, and innovative working practices that mobilise staff and improve
productivity. The intention is that this model will be based on a more comprehensive
understanding of service users' needs and shaped by data from interactions. Public
engagement will be built in to help raise awareness and increase understanding. It is
recognised however, that not all service areas are suited to an automated approach.



Appendix 3

C) Digital transformation

Reimaging services in a digital world needs a clear vision about the role and benefits
of digitisation across the whole business model. This will ensure that resources are
used to best effect and services continue to meet the ever evolving and increasing
needs of key stakeholders − partners, residents, service users, tenants, and utility
providers − and the most vulnerable of individuals.

Digital transformation has a major role to play in service redesign and meeting
increasing demands for more modernised services − it can improve access to
services, enable services more tailored to the needs of service users, and facilitate
increased capacity for self−service. Service redesign cannot be done in isolation
though, and needs to consider asset modernisation in its solutions. As Enterprise
and Housing Resources are responsible for a large proportion of the council's
resources (assets and employees) which are required to deliver on all of the council's
priorities, it's important that these are used to best effect and the programme of work
improves the council's resource base.

Technology is already working effectively within the service to manage workflows.
Planning and building standards are fully online with supporting electronic document
management systems; this has been operating successfully for a number of years
with positive feedback from customers. Programmes of work also include end to end
management of housing repairs operated via a single integrated mobile and cloud
base ICT infrastructure, and a mobile ICT framework with a smart phone device
which enables routine inspections to be managed remotely and technical officers to
receive appointment notices. Tenant participation activity is also well established to
enhance customer engagement and ensure involvement in identifying and delivering
service improvements.

However, service user interactions can still be quite traditional and don't necessarily
take account of today's generation who have been immersed in the digital era from
birth. By 2025, those born between 1982 and early 2000 (i.e. generation y) will be in
their 30s and 40s and will shape public service demand. Research has shown this
generation are connected, mobile, independent and self−serving − but also
demanding − expecting to access everything they need, when they want to, using a
variety of digital technology.

Although a challenge, this is an opportunity to take advantage of this generation's
need for greater autonomy and evolve alongside them. Benefits to be gained include
paperless transactional processes, enhanced service user data from interactions, the
provision of secure portals with personal profiles for all interactions and apps for core
services, more flexible working supported by mobile devices, and multi−channel
communications, e.g. twitter, facebook, e−mail, phone, or live chat from any device.

There is also an opportunity to integrate the internal and external digital environments
and for the council to reap the benefits of the digital age. The national digital strategy
outlines a commitment to an infrastructure that will deliver connectivity across the
whole of Scotland by 2020. This provides opportunities to extend connectivity across
North Lanarkshire in a way that helps to reform public services (such as housing and
health), support existing businesses, attract new businesses, and deliver economic
growth.



It is our intention therefore to bring forward a report to Committee on proposals
to develop an approach to digital transformation that enables more consistency in
operational practices and user experiences across the assets we manage, and
enhances digitisation of appropriate services. This will focus on aspects of digital
transformation (and promotion of self−serve / self−help opportunities) required for the
new housing management model, including the technology to mobilise staff and
improve productivity through more remote working and scheduling. In addition,
consideration will be given to ensuring that new build specifications can facilitate the
technology that helps to deliver more effective care in the home, and existing homes
are suitably adaptable. There will also be a focus on the next phase of the housing
property management solution for repairs, which includes self−diagnosis and
alignment with contractor scheduling technology. This will also include consideration
of the benefits to be gained for the council and our services users from extending
digital connectivity beyond the internal environment to the external one. The
programme of digital transformation referred to above is an inherent part of the
exercise already underway across the council to digitise council services by shifting
the way that people interact with the council towards accessible online services and
delivering services in a more efficient way.



Appendix 4

D) A workforce for the future

Key to delivering on the ambitions in this report, and (as lead service for human
resources across the council) ensuring a corporate approach to improving the
council's resource base in terms of the employee resource, is a commitment to the
ongoing development of the workforce across the council. The financial challenges
and service pressures which the council has faced, combined with more efficient and
effective working practices and changes in service delivery, have seen a 20%
reduction in employee resources over the last eight years.

As the council's resource base plays a significant role in terms of enabling successful
delivery of the other four priorities, capitalising on opportunities to improve,
maximise, and upskill resources are essential to support the changing world of work.
However, as our biggest and most valuable asset, employees need to be supported
and empowered to do more with less and get involved in helping with the changes
required across the council to deliver on the priorities.

As change is everyone's business if the council is to adapt to new models of service
delivery, new legislation, new financial and service pressures, and new expectations,
the ASPIRE principles were launched to challenge established mindsets and
behaviours, and promote new thinking and more collaborative ways of working. The
ASPIRE philosophy is designed to underpin everything we do and provide the
guiding principles in terms of the way we work and the way we deliver our services
now and in the future in order to achieve the best possible outcomes for the people
and communities of North Lanarkshire.

The programme of work required to deliver on the priorities, and also the ambitions
of Enterprise and Housing Resources (as outlined in this report), requires a new
approach. This needs to ensure appropriate organisational capacity and capability is
fit for purpose for current and future service delivery. To align with the council's
corporate priorities and facilitate delivery of the programme of work in the Business
Plan, this approach also needs to enable increased flexibility in the workforce and
invest in people to ensure they have the right skills for the job (with re−training
options where required).

The approach also needs to consider the wider economic regeneration agenda and
contribute to creating a competitive workforce (aligned to the economic strategy),
with new career pathways for both internal and external stakeholders that takes into
account sector growth and employer demands. Employment and skills are
intrinsically linked and increasing parental employment rates and improving adult
skills levels are a significant element in terms of reducing the causes and
consequences of child poverty − another contributory factor in economic growth.
Developing a competitive workforce with a much improved skills base will contribute
to wider economic regeneration across North Lanarkshire. Creating apprenticeships
and follow on jobs will attract investors and enable them to take full advantage of
future employment opportunities within growth sector areas.

It is our intention therefore to bring forward a report to Committee on a new
approach to workforce development in line with the principles of ASPIRE. This will
focus on strategies for workforce development and learning and development. In
addition, policy frameworks will be identified that require to be reviewed to enable
increased flexibility in working patterns and locations, and re−training options as



required in order to meet current and future demand and aspirations. This will also
focus on promoting employee health and wellbeing and increasing employee
engagement. Consideration will be given to enhancing the council's contribution to
the wider economic regeneration agenda, e.g. through the creation of apprenticeship
opportunities and opportunities for those furthest from the labour market.



Appendix 5

E) Evidence informed policy and practice

Bringing about significant change and delivering broader economic and social benefits
to the people and communities of North Lanarkshire requires policies that are focused
on the future of North Lanarkshire, that respond to people's needs and aspirations, and
build towards our long−term vision for the area.

The council operates under a wide array of policies, some are set by legislation. All too
often new ways of working are driven by past decisions and dictated by operational
issues and limitations. This, combined with meeting the Best Value duty of continuous
improvement, delivering on the council's corporate priorities, and meeting the
aspirations set out in the Business Plan now and in the ever−evolving future, requires
an approach that ensures future policy setting, decision making, and improvement that
is informed by evidence − evidence that identifies and addresses key priorities and
interventions by drawing upon research, evaluation, and data trends.

Many types of evidence can inform policy and performance, including statistical,
narrative, and conceptual data. Evidence can also take the form of evaluations that
determine the effectiveness of interventions or policies, activity which collects the views
of people about a policy or intervention, engagement around their needs or
requirements, and descriptions of how or whether current policies are being
implemented.

It is our intention therefore to bring forward a report to Committee on a business
model that aims to support policy setting, decision making, and improvement through
enhanced use of evidence. The focus for this will be on the types of evidence required
to inform policy and performance, reports that are usable and reliable, and the
provision of information which supports reporting against the corporate priorities in the
Business Plan. Included in this will be reference to wider context and insight gained
through research, environmental scanning, engagement, evaluation, and interpretation.



Appendix 6

Outline proposals for priority projects in the short, medium,
and long−term

This programme is defined in the short (1 to 3 years), medium (3 to 5 years), and
longer−term (over 5 years), although a key objective is to deliver a significant amount of
activity within the period of the Business Plan to 2020.

I t o 3 years 3 to 5 years2023−PRIORITY
PROJECTS 2017− 2018− 2019− 2020− 2021− 2022− onwar

18 19 20 21 22 23 ds

A) ECONOMIC REGENERATION
DELIVERY PLAN V ..
Next phase of NL Homes delivery plan

New model for town centre areas . −

Re−provisioning options

Realising the potential of private sector
property

B) HOUSING MANAGEMENT MODEL

Review of operations

Identify transactional processes that
would benefit from digitisation

Rationalising assets

C) DIGITAL TRANSFORMATION

Digitisation of transactional processes V V
arising from new housing management
model

Next phase housing property V V V V
management solution for repairs

Customer engagement

External digital infrastructure

D) WORKFORCE FOR THE FUTURE

Workforce development strategy

Learning and development strategy

Review of policy frameworks

Health and wellbeing V
Employee engagement

Contributions to wider economic
Vregeneration agenda

E) INFORMED BY EVIDENCE

Business model and provision of
information in support of council

V Vpriorities and Business Plan



Appendix 7

Indicative timetable of project plans to future Enterprise and
Housing Committee meetings

This table provides an indicative list of when reports with project plans for each of the
priority projects will be presented to Elected Members for consideration.

2017 2018 2019 2020
PRIORITY PROJECTS and

Nov Feb May Aug Nov Feb May Aug Nov beyond

A) ECONOMIC REGENERATION
DELIVERY PLAN x

Next phase of NL Homes delivery plan

New model for town centre areas
Re−provisioning options

Realising the potential of private sector
property

B) HOUSING MANAGEMENT
MODEL x

Review of operations

Identify transactional processes that
would benefit from digitisation

Rationalising assets

C) DIGITAL TRANSFORMATION x
Digitisation of transactional processes
arising from new housing management
model

Next phase housing property
management solution for repairs

Customer engagement strategy

External digital infrastructure

D) WORKFORCE FOR THE FUTURE x
Workforce development strategy

Learning and development strategy

Review of policy frameworks

Health and wellbeing

Employee engagement

Contributions to wider economic
regeneration agenda

E) INFORMED BY EVIDENCE x
Business model and provision of
information in support of council
priorities and Business Plan


