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Executive Summary
In December 2016 the Council approved the Business Plan to 2020 which set out the
programme of work required to deliver on the Councils priorities, as outlined in the
Future Priorities of the Council and Delivery Model report approved in 2015. The pace
of change in recent years and the complexities of challenges facing the Council,
including financial constraints, increasing demand for services, cost pressures, and
diminishing resources are well understood, but the Council cannot be defined by a
reactive approach to meeting these challenges and we have to clearly articulate our
ambition for North Lanarkshire.

How we respond to the challenges and opportunities is crucial. We must rethink our
service functions, our relationships with service users, residents and partners, and our
role in relation to North Lanarkshire and its communities. What matters is how we move
away from a reactive approach to one that scopes out what North Lanarkshire actually
needs over the longer−term. Building on the structure and delivery model created by the
Chief Executive in December 2015, Assistant Chief Executives are now tasked with
developing a common vision and ambition for North Lanarkshire Council, and this
report details the key projects within Infrastructure's remit and scope. Our vision aims
to use assets wisely, take advantage of new technology to digitise council services,
maximise the advantages of our environment and infrastructure to enable improved
working within the Council, redefine how we engage with our residents, businesses and
partners to deliver services and support North Lanarkshire's potential for economic
growth through the wider regeneration agenda.

This report shall provide an outline of those key projects to be delivered by
Infrastructure, outlining an approach that takes advantage of new technology to digitise
council services, which uses assets wisely and maximises the advantages of our
environment and infrastructure to enable improved working within the Council,
redefines how we engage with our residents and businesses and supports North
Lanarkshire's potential for economic growth through the wider regeneration agenda.

The 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 plans and reports will be shared with Members as each programme
of work is developed.
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Recommendations
It is recommended that the Infrastructure Committee:

(1) notes the contents of this report and the accompanying appendices;
(2) agrees the outline proposals as detailed in this report and appendices.

Supporting Documents

Council The ambition outlined in this report contributes to all three of the
business priorities that focus on what the Council needs to achieve − improve
plan to 2020 economic opportunities and outcomes, support all children to realise

their full potential, and improve the health and care of communities.

The other two priorities (to improve the Council's resource base and
improve relationships with communities and the third sector) indicate
the changes that are necessary to deliver the other three priorities.

Appendix I Digital North Lanarkshire
Appendix 2 Transformation of Assets
Appendix 3 Outline Proposals for Priority Projects
Appendix 4 Indicative Timetable of Project Plans

I . Background

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 Model.
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 The 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 in their delivery.

1.3 In December 2016 the council Business Plan to 2020 was approved which sets
out the programme of work required to deliver on the five priorities. This has
enabled the council 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.

1.4 This report sets out how Infrastructure will contribute to the overall ambition for
North Lanarkshire; outlining proposals for priority projects which will be
developed in line with the council's priorities and Business Plan. Similar reports
are available or are being drafted for each of the service areas.
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1.5 This report provides an overview of the projects proposed by Infrastructure with
the intention that more detailed project plans will be shared with Members as
each programme of work is developed. The outline proposals for Digital North
Lanarkshire have already been presented to the Transformation Sub Committtee.

2. Report

2.1 Infrastructure is responsible for a wide range of frontline and support services
across the Council area. The priority projects that are the subject of this report
are interdependent, to a greater or lesser extent, as the scope of success of one
relies on the progress and implementation of the others. In addition, these priority
projects are not restricted to Infrastructure and will impact on all aspects of the
Councils services, and as such are truly corporate and will support service
development and innovation in all service areas.

Digital North Lanarkshire and Transforming our Assets are the main projects on
which the success of the others depends. Ambitions for transforming assets,
environment and infrastructure, establishing the Business Centre and workforce
and service innovation are all reliant on how we exploit emerging technology.

Work is already underway in all of these areas and, while great progress has
been achieved, each is at a different stage in their journey to completely
transform and realise the ambitions as outlined in this report. There is potential
for significant financial benefits for the Council, but this is linked to a need for
financial investment in our systems and infrastructure, cultural change as we
adapt to new ways of working and engagement with our communities, and
investment and training for our workforce.

The key priority project areas as identified are summarised below and progress
and developments in each will be subject to ongoing reports to this Committee.

2.1.2 Digital NIL

The ambition is for North Lanarkshire to be a digital pioneer having fundamentally
changed how services are delivered and experienced. Digital North Lanarkshire
will be a place of choice for people to live, work and do business. This must be
considered as a change to our whole approach to contact, transaction,
communication, work planning and data analysis and use and not as an ICT
issue. Benefits will only be achieved where services adapt and utilise the digital
technology to support service development − the provision of the digital platform
is not an outcome in its own right.

To enable us to be at the forefront of digital service delivery, investment is
needed to allow us to take advantage of technology to help secure better
outcomes for the council, our communities and businesses in North Lanarkshire.
We aim to be at the forefront of 5G mobile technology which will provide better,
bigger and faster connectivity, bringing with it multiple benefits. Technology will
allow us to deliver council services at an optimal cost base and duplication and
fragmentation of common processes will be removed, the back office will be
digitised and the approach for all services will be digital by default.

The establishment of the Business Centre is at the forefront of digitising council
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services. It brings together core back office processing activities from across the
council which are delivering transactional services based on common, repeatable
processes. We know many services are fragmented and delivered across the
council in different ways in different areas. This means that activities are
duplicated and there are inconsistencies in the approach and practices adopted
by teams and staff undertaking similar roles. Technology and new ways of
working such as Robotic Process Automation promises improved services and
reduced costs.

Our communities and customers will be self−managing with technology directing
them to the right resources and anticipating their needs while reducing demand.
The 'Internet of Things', where devices can be connected to the Internet, will
become all−encompassing. Smart Homes and Towns are increasingly a reality
with heating being controlled remotely from mobile phones, driverless cars being
tested in the UK and building and street utilities operating autonomously and it is
our ambition that North Lanarkshire be at the forefront to exploit early benefits for
our communities.

All Council services will work together to ensure we provide a digital environment
where businesses will thrive and drive our economic regeneration. Our ambition
to attract 5G connectivity will improve outcomes for current businesses and have
the knock−on effect of attracting other businesses to the area, contributing to
economic growth.

This is our ambition for the digitisation of council services. It is our intention to
bring a future report to this Committee and to the Transformation Sub Committee
on how the necessary business and cultural transformation will be undertaken to
achieve this digital vision.

The high level outline business case for digitising council services was subject to
a separate report to the Transformation Sub Committee on 18 October 2017. The
Digital Vision for North Lanarkshire was approved at this meeting and is included
at Appendix 1.

21.3 Transformation of Assets

The council has 592 operational properties with a value of £1 .34billion which
represents the largest cost to the council, after employee costs. On this basis, it
is imperative that we demonstrate best value in managing these property assets
with a comprehensive and fully integrated Asset Management approach where all
functions of soft and hard facilities management are integrated with the common
purpose of providing quality, usable facilities for services and communities.

Our ambition for asset management is a simplified service that is embedded in
the culture of the organisation with well used, well maintained buildings that have
a low carbon footprint and are presentable and suitable for the services. A new
Corporate Property Asset Management Model will allow us to realise this
ambition while enabling us to achieve a reduction in the number of buildings we
lease, own and maintain and also enable us to better manage the operation and
use of this reduced property base.

The new model, and accompanying Asset Management Plan, will allow us to
match the condition, suitability and efficiency of the portfolio with our ambition to
be a digital pioneer delivering better outcomes for our communities, partners and
businesses in North Lanarkshire. In all services we will aim to remove duplication
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and fragmentation, and relevant and effective data is key to this ambition. Our
approach will include diagnostic work to rate buildings, informed by data collated
for each property including condition, use, suitability, financial performance and
energy performance.

Effective asset management will achieve a sustainable property estate and
contribute to the council's sustainability agenda. We will investigate how buildings
are used to ensure there is the optimum balance between customer demand and
efficient use. Focusing on the efficient management, with the potential to
rationalise the size of the portfolio, will make great inroads into reducing the
council's carbon footprint.

The ultimate ambition is to achieve the optimum cost base on our property assets
designed around outcomes and people, not around our buildings and internal
operating structures. Service delivery and building utilisation will be aligned, with
the latter not dictating the former.

In parallel to this transformation of our existing assets will be a business case
review of our main base at the Civic Centre. If we are to project our influence and
increase our impact within North Lanarkshire and on a regional and national
stage our civic headquarters must reflect this, and must be suitable and
appropriate for more partnership and flexible working based on a digital first
service principle. A critical review of the current building, providing a business
case for comprehensive refurbishment to both the interior and exterior will be
developed in parallel with a business case for a new partnership civic hub, to
enable a long term plan to be developed for either refurbishment or rebuild.

This is our ambition for transforming council assets. It is our intention to bring a
future report to Committee on progress with the new Corporate Property Asset
Management Model and the work being undertaken to achieve full transformation
of assets.

Asset Management is currently undergoing a Transformation Review, progress
on which was subject to a report to Transformation Sub Committee on 18
October 2017. The scope of the Asset Management Review is included at
Appendix 2.

2.1.4 Environment and Infrastructure

Working alongside Enterprise and Housing Resources, our ambition is that North
Lanarkshire will be an attractive place to live, work and do business, with
indicative proposals in respect of town centre regeneration, housing
developments and business sites the subject of a recent report to the Enterprise
and Housing Committee.

The NL Homes Delivery Plan aims to increase the provision of affordable homes
across all tenures. More new homes is good news for North Lanarkshire but we
need to ensure that we develop and adapt our environment and infrastructure to
meet the demands of these new developments. Creating the correct environment
and infrastructure is therefore crucial to the vision of an attractive place to live,
linking to our existing communities and including cleaning, maintenance and
transport considerations.

Infrastructure and environment are integral to our ambitious plans to create the
right conditions for economic growth to bring about the regeneration of North
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Lanarkshire. Although global and national factors have a major influence in
economic regeneration, local actions have a critical role and the development of
a streetscene approach are the first steps in our journey to an integrated service
for our asset maintenance activities. This will develop towards a service where a
flexible workforce will undertake activities as dictated by service demands and
seasonality rather than service structures.

Ensuring the surrounding infrastructure is able to facilitate our plans is crucial to
their success. The roads infrastructure is a fundamental economic driver along
with an integrated transport system. Although the council is not responsible for
the rail network or trunk roads, we have a responsibility to facilitate connections
between modes of transport. The role of the Council in engaging with national
agencies such as Network Rail and Transport Scotland, either directly or through
partnership vehicles such as SPT or City Region will be a key element of our
approach to delivery of the Council priorities.

How we design, build and connect our communities to transport systems is
important and our ambition is to reduce reliance on cars by facilitating modal shift
to decrease demand. We aim to develop more active environments' which make
active travel and active leisure an easier, healthier and safer choice for all
members of the community. Park and Ride has changed how people move
between places to some extent but we have ambitions to do more. In
circumstances where homeworking cannot be maximised, we must make places
of work and training more accessible, particularly important to our more rural or
isolated communities. Our Infrastructure needs to be fit and appropriate. Our
ambition is for improved and accessible active travel which inherently links the
environment to infrastructure and our green network needs to be high quality and
useable with accessibility maximised and biodiversity protected.

Climate change is a challenge for the council and we need to act now to reduce
our contribution and to reduce our impact. Our Asset Management Plan, as
outlined earlier in this report, will rationalise the number of council buildings and
improve the energy efficiency of the remainder which will minimise our carbon
footprint. We also aim to facilitate a reduction in the number of vehicles on the
road which the move towards active travel will achieve as the reliance on cars is
reduced. The increased use and focus on electric vehicles will also assist in the
fight against climate change and we need to facilitate this move. For example,
our infrastructure needs to be ready to meet increasing demand for charging
facilities.

It is our intention to bring a report to a future Committee on progress with plans to
realise our ambitions for environment and infrastructure.

2.1.5 Workforce and Service Innovation

If we adopt the principles of the ambitions outlined in this report, and in the
ambition reports presented by other services, the requirement for a flexible
workforce upskilled across a range of functions with flexibility set at the right level
to achieve a balance between skills required and the integration of activities and
roles, with a recognition that these skills and activities may be very different from
what we need today.

Technology will enable greater flexibility as we introduce the appropriate digital
platforms. A flexible workforce will be enabled by a fully digitised back office and
dynamic scheduling which will direct workers to where they are most needed. Our

90



ambition is multi−agency and collaborative working. The sharing of resources and
support across services and partners within and out with the council brings the
scope for economies of scale, reduction in duplication and minimisation of'down−time'.

To deliver the council's vision to digitise services and deliver improved outcomes
for communities requires a robust transformational approach. Digital leadership
will be provided by senior sponsors of the programme and from senior leaders.
The programme will focus on skills, roles and culture and behaviour changes
needed to implement change. Changes to teams and services will require training
in new processes and in new behaviours, in addition to new technology. A
workforce transition plan will be put in place to create or adapt jobs, create paths
for the future and train people for new roles.

Infrastructure is responsible for ensuring delivery of the ambitious three−year
review programme approved by the ALEOs and External Bodies Monitoringsub−committee

during 2016. These reviews, which examine whether service delivery
via arms−length bodies and partnerships is still appropriate, will ultimately ensure
the Council has highly valued and cost−effective service delivery partnerships in
place who can access valuable expertise and specialisms to ultimately support
the Council in providing best value services to its tenants, residents and service
users.

This is our ambition for workforce and service innovation. It is our intention to
bring a future report to Committee on progress and developments within
workforce and service innovation.

2.2 This report is consistent with the council's key strategies and plans, e.g. North
Lanarkshire Business Plan to 2020, and it reflects current and emerging national
priorities.

• Climate Change 2020 milestone
• Integration of health and social care
• Community Empowerment Act
• Universal Credit
• Places, People and Planning position statement
• National review of enterprise and skills support

2.3 Next steps

The leadership team of senior officers in Infrastructure, 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. Work will
be undertaken in conjunction with other services in the council to ensure we are
all working towards the same ultimate vision of a digital North Lanarkshire as an
attractive place to live, work and do business.

3. Implications

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

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

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

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

4. Measures of success

4.1 This report provides an indication of the ambition of North Lanarkshire and
outlines how we can transform digitally, utilise our assets to best effect, protect
and improve our environment and infrastructure and assist our partners and
workforce to meet these new demands. The key measures of success will be:

• Our communities will be digitally engaged and will interact with Council services
through digital channels which will provide access to services in a direct
manner.

• The Council operates on digital first principles, and staff provide value to
processes rather than undertake repeatable transactional activities.

• We have a much reduced asset base which is fit for purpose and digital
enabled.

• Our staff are highly skilled, undertaking a range of roles on a flexible and
demand led basis.

• Our partnership working and externalised service delivery mechanisms are
highly effective and support the Council in delivering its Business Planning
priorities.

Assistant Chief Executive (Infrastructure)
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Appendix 1

I − Digital North Lanarkshire

Digital Vision
Why move to a digital delivery mode!?

The Local Government landscape is evolving. Demographic change is leading to
increased demand on our services. Budgetary pressure is continuing and unlikely to
lessen in the near term. New legislation is creating a greater focus on empowering
communities to direct service provision and to self−support. Finally, our customers and
employees have an increasing desire and expectation to engage and work digitally. All
this is putting considerable pressure across our local public services.

At the same time we are seeing significant advances in disruptive technologies such as
ultra−fast broadband, artificial intelligence and smart devices, and these will become
increasingly sophisticated in the future. For example, artificial intelligence (Al) can
already be used to respond to customer queries through chatbot features or even
virtual assistants. By 2029, it is predicted Al will be at about the same level of
intelligence as adult humans. This technology and others unlock possibilities for
delivering services in radically different ways − if we invest in the necessary
infrastructure.

Overall, this gives us an opportunity for significant and fundamental change. Our
ambition is for North Lanarkshire Council to seize this opportunity to transform into a
digital pioneer in Scotland, delivering better outcomes for the people and businesses of
North Lanarkshire.

What is our Digital Vision?

Our digital vision and ambition involves going beyond just changing our operational
ways of working within the Council, it involves looking holistically at the North
Lanarkshire area and community. We are proposing therefore to deliver a wide ranging
transformation that interlocks significant improvements in our operational and customer
facing IT with the modernisation of our infrastructure across the area.

We will embrace technological innovation and find new ways to deliver services at the
lowest possible cost base in ways that are designed around outcomes and people, not
around our internal structures. We aim to empower and activate customers to beself−managing,

direct them to the right resources, and anticipate their needs. This will make
North Lanarkshire an attractive place to live, work and do business, both improving
outcomes for residents and fostering economic growth.

We have ambitious plans to put in place a state of the art ultrafast public wifi network
and remote 5G in the next 3−10 years. This physical infrastructure will be established
as we build 20k new Council houses. This provides the foundations on which we can
transform residential areas into "Smart Cities" connecting them to innovative services
that help reduce demand and support priority outcomes. For example, this will enable
"the internet of things" as a standard across our homes, connecting our residents and
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their assets to the Internet, which in turn will help to detect needs and trigger early
interventions.

At the same time we will change our operational ways of working in ways that make the
most of these new digital technologies. We will reduce the cost base through the
removal of duplication and fragmentation through consolidation of common
activity/processes. Data and digital are key enablers to this model of service delivery.
They provide access for our customers as well as the evidence base to change our
services and respond to need on an ongoing basis. This will increase customers' use of
self−support whilst allowing us to target our resources at those with greatest need.

To turn this into reality requires an improved IT architecture. This means a new digital
platform on which we build the new technology and ways of working. This includes, for
example, linking Smart Council homes into our network as part of the digital
transformation.

This vision and ambition is summarised by the key principles set out below and will
require strong leadership and investment to turn this in to a reality.

Our community digital vision is that:

• North Lanarkshire Council is one of Scotland's digital pioneers − NLC
embraces technological innovation and digitisation of services including cutting
edge technologies like the internet of things (sensors automatically sending
information to Council systems and enabling better targeting of resources),
drone technology (utilized in delivering services such as surveying), andnon−evasive

user authentication techniques (fingerprints and voiceprints for
customers to check sensitive data or receive personalised recommendations).

• NLC uses digital platforms to reduce demand and provide personalised
services to customers − Digital platforms support flexible and rapid
improvements and support customers and businesses to connect more
effectively. Connections to other websites (e.g. Blue Badges) pull in information
on all past appointments and interactions from the Local Health partnership and
there are links to an ecosystem of third party apps (e.g. sharing tools,
volunteering, social meetups) and to paid−for services (e.g. tutors, dieticians,
personal trainers). NLC acts as a broker, linking people to third party support
that they can benefit from. NLC subsidises or endorses these services to
reduce demand on the Council. Algorithms use browsing history and cookies to
tailor dashboard content to users in the same style as platform services such as
"Amazon" (e.g. notifications about local events, voluntary positions, jobs,
homecare, distance learning opportunities, local businesses etc.).

• NLC is more efficient, personal contact is reduced in favour of digitised
services − NLC works with people in a myriad of virtual and physical ways that
break from traditional ways of working. Personal contact is reduced in favour of
end to end digitised services. All transactions e.g. including payments or
applications for licenses take place online and not just through the website −
building on existing work on mobile apps. Traditional services like First Stop
Shops are transformed to assist people to self−serve with kiosks for basic
transactions and video chat if needed.

• Digital exclusion should be addressed as part of our plans but not hinder
our ambition − Information on digital platforms is adapted for people with
language and literacy difficulties e.g. including signing and chat bots for
assistance. NLC also ensures that groups with limited digital proficiency have
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access to in−person navigation support and internet access in libraries and
community centres.

• NLC is highly networked with other organisations − Multi−agency working is
the norm. Council services − and often partners too − share a digital platform,
so much of their data is shared instantly. As a result, NLC now organise around
particular problems as we need to tackle them − teams are highly strategic, fluid
entities that form into teams based on local needs. NLC works closely with
experts, customers and innovators to generate new ideas. For instance, rapid
response teams form for fixed periods to address specific cross−cutting
challenges. Direct service provision by the Council is priority based as NLC acts
more as a broker.

• NLC innovates with a deeper toolbox for problem solving − NLC uses data
analytics, predictive algorithms to identify, analyse, and anticipate problems.
Services such as infrastructure, customer contact, waste and welfare are
responsive to North Lanarkshire customers and proactively respond to them,
where necessary, based on data driven decision making.

• NLC technology, workforce and public space are flexible and adaptable to
change − All staff, from the Chief Executive to refuse collectors, can access the
files and case management information they need, wherever they are. Files are
stored in the Cloud; chat platforms enable staff to communicate with one
another and maintain a record of conversations. Workers are highly mobile and
not tied to Council offices creating less need for public buildings.

• NLC's staff focus on higher value analytics not routine admin − The back
office is fully digitised. Robotic Process Automation (RPA) is a common feature
at the Council, taking over repetitive rules−based tasks e.g. invoice payments.
The move to digital working hasn't created as many jobs as it has removed.
There are fewer managers. There are greater numbers of digital natives and
digital leaders in the Council with strong skills for problem solving, systems
thinking and innovation. Increasingly, staff have future−focused analytical
capabilities, to consider long−term challenges such as an ageing population.
The Council uses talented developers, designers and analysts but not all of
these jobs exist in−house.

• NLC offers the incentives to attract and retain the talent needed − Skills and
responsibilities, not seniority and age, are rewarded. Less rigid career pathways
and a non−hierarchical structure have also made NLC more attractive and
smoothed pathways between the public and private sectors.

In conclusion our vision is to harness available technology to digitise Council services
and deliver improved outcomes and services to citizens and communities.

What is the plan to deliver this?

Managing change

To deliver the Council's vision of "harnessing available technology to digitise Council
services, delivering improved outcomes and services to citizens and communities", and
becoming the leading digital Council in Scotland will require a robust transformational
approach. This programme will be business led and the delivery will have the following
characteristics:

• Digital leadership will be provided from the senior sponsors of the programme,
and from senior leadership in the Council as a whole, providing the experience,
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personality, leadership abilities and assertiveness needed to drive
transformation in the organisation.

• The design process will begin by examining business functions and redesigning
processes to remove duplication and fragmentation across the Council. This
process will be customer focused and involve engagement of stakeholders both
internally and externally to the Council.

• There will be an enabling workstream within the programme focusing on
"people" i.e. the skills and roles, leadership, culture and behaviour changes
needed for implementing the change. The ability to engage staff and empower
them to work more digitally will be crucial in implementing any changes.
Change to teams / services will encompass new processes and new
training/behaviours in addition to new technologies.

• There will be a workforce transition plan put in place. This will include working
with the Business, Organisational & People Solutions division to create new or
different jobs, create paths for the future, and train people for new roles as
appropriate.

Digital capabilities

We will also need to build some key Digital capabilities. These Digital capabilities will
enable the Council to become an anticipatory, innovative, and adaptive organisation
focused on outcomes. To build these capabilities there are some key technology
investments and activities required, which will both lay the foundation for the digital
future and also maximise usage and scale of the technology investment. The IT
architecture changes have been identified adhering to some key success criteria
including the following:

• Establish an integrated programme of change across the council that provides
visibility of all change (in−flight or planned) and enables resources to be
managed effectively and efficiently to deliver against our vision;

• Establish external delivery partnerships to provide the required expertise and
capability to augment the councils own IT and change resource, helping to
safely deliver the programme under a value for money arrangement;

• Establish a knowledge transfer arrangement with delivery partners to develop
and grow the councils own change and digital capabilities to support and
sustain digital innovation in the Council;

• Establish a flexible digital platform based on well supported, well
understood technology. The digital platform underpins the Councils ability to
adopt, scale and release technical solutions and it is crucial to get this
foundation right;

• Standardise on a single, comprehensive case management solution that allows
internal and external service requests to be tracked across the Council,
regardless of entry point or line of service. This will replace the existing Lagan
Case Management solution;

• Develop a modern, standards based and mobile optimised public front end
which allows services to be requested securely, asking for information once,
with minimised opportunity for error, and automating the use of this information
to ensure services are commissioned and customers are kept informed through
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two way communication channels, which may be phone, text, messaging or
social apps;

• Move the existing IT systems integrations to the cloud and invest in a strategic,
cloud based integration solution which is the central, controlled conduit for
automation of information transferral around the Council;

• Establish single indexes for people, place and staff to allow many applications
to leverage these single sources of truth. The indexes would replace our current
master data management tool with a more flexible, technically aligned solution;

• Consolidate to a single business intelligence platform for all reporting purposes,
to ensure one version of the truth is accessible in a timely, secure and
automated fashion and allowing the Council to make informed,intelligence−based

decisions;

• Strong governance is required across the Council to ensure all changes to the
technology landscape support the business objectives and are not short term,
siloed instances of change; and

• Where Line of Business applications cannot be subsumed by common
components then any future selection must be done in alignment of the overall
architecture of the Digital Council.

Conclusion

The challenges we face are unprecedented but so is the opportunity presented by new
technologies. We have set out an ambitious community digital vision and in order to
realise this ambition there will need to be a robust transformation programme in place −
we will need to invest in the technology infrastructure and change management
process throughout the life of the programme; from design through to implementation.
Ultimately, achieving the vision will unlock significant benefits for the Council and its
customers alike.
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Appendix 2

2 − Transformation of Assets

Background

Asset Management is the strategic management of Council Property (land and
buildings) and will focus solely on the management of property assets excluding
Housing and other asset categories such as ICT, Fleet, Open Spaces and Roads.

The overall aim of Asset Management is to optimise the utilisation of assets in terms of
service delivery and financial return. When used correctly, Asset Management is a
structured process that seeks to ensure best value for money is returned from our
property assets whilst also ensuring Service delivery is maintained, albeit sometimes
being delivered in different ways.

The Council currently has 592 operational property assets which have a total value in
the order of £1 .34billion. After employee costs, the largest cost to the Public Sector is
what it spends on its assets. On this basis, it is imperative that the Council
demonstrates best value when considering the future use and management of its
assets.

Asset transformation will set out the Council approach to management of assetsby;−•

establishing a corporate framework for the management of Council assets;
• highlighting corporate outcomes and priorities and how they will be supported

through the efficient management of Council assets;
• informing the Council's capital investment strategy and capital investment

programme;
• identifying the internal and external influences and challenges; and
• presenting an overview of the extensive property assets owned and used by the

Council.

The key strategic priorities to ensure that assets are being managed effectively are
listedbelow:−•

Condition
• Suitability
• Utilisation
• Revenue Costs
• Accessibility
• Value

In order to assist in addressing current and anticipated budgetary pressures, it is
essential the Council critically reviews its property asset base and Asset Management
arrangements, to deliver efficiencies which in turn will allow the Council to protect front
line services in accordance with corporate outcomes. The current arrangements and
any incremental change to Asset Management will not deliver the efficiencies that are
available to the Council in rationalising our property portfolio. Accordingly, there is a
need to ensure that Asset Management is delivered in a structured manner to address
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future challenges that the Council will have to address, but still ensuring that services
can continue to be delivered whilst reducing revenue costs.

Objectives

01 Release of Capital for Capital receipts generated from disposal of
reinvestment surplus assets

02 Efficient running costs of Fewer properties will reduce the Councils
buildings carbon footprint and reduce revenue costs

03 Better service delivery from Co− location of Council services from "Hub"
fewer buildings buildings. Opportunities for partnership working

04 Improved property utilisation This will ensure that we "sweat" our assets
and productivity

05 Sustainable Management Effective Asset Management will achieve a
sustainable property estate to ensure best
value is achieved

Scope

The Council will seek to ensure that the processes, structures, skills and resources are
in place to realise the benefits associated with good asset management which will
include:−Prooertv

Information and Data Collection

Good property information is essential for ensuring efficient management of our
property assets. The development of a "Dashboard" will be utilised by services to
capture property data required to asses our assets. Populating the dashboard may be
perceived as a major exercise but this must not become a project in its own right.
Whilst the collection of information may initially involve an investment of time in
compiling the data a pragmatic approach must be taken to provide us with a "first pass"
which will inform the process.

"Sweating Assets"

The term "sweating assets" refers to maximising the use of our assets ensuring that
properties are used to their capacity. Looked at simply, if we have two assets in the
same area operating at 50% capacity, by combining these and closing one we have
one asset operating at 100% capacity. This can include opening detailed dialogue with
Partners and Third Sector Organisations to arrive at situations where collectively
property assets are maximised.

Office Rationalisation and Smarter Working

Office properties are large consumers of resources including gas, electricity, water,
rates, cleaning, maintenance etc. Whilst good progress has been made in
consolidating our portfolio further work is required. In addition we need to grasp the
opportunities available in terms of flexible work styles which can further reduce the
requirements to maintain a large office portfolio.

Shared Use and Collaboration
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As detailed above, as part of ensuring that we maximise the use of our property
portfolio we will need to work closely with Partners to ensure that all opportunities that
are available in terms of sharing accommodation with NHS, Police, and Fire etc. are
explored.

Environmental Performance and Climate Cha

The reduction of the Council's property portfolio will result in revenue savings and will
also achieve a reduction in carbon charges in accordance with the requirement to
reduce our carbon footprint.

Emerging Issues

We have to retain a degree of flexibility to ensure that as part of the Asset Management
process we are able to deal with emerging issues. Asset Management not should not
be a fixed and static means of managing our assets but should enable the Council to
deal with issues as they arise, a good example being the Nursery Expansion
Programme which will not in fact result in a reduction in the Council Estate but may
increase the footprint by constructing new buildings as required and/or utilising assets
no longer required by other Council Services. In this instance policy direction will be
the primary driver in determining the way forward in relation to Asset Management
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Appendix 3

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 to 3 years 3 to 5 years
2023−24PRIORITY PROJECTS 2017− 2018− 2019− 2020− 2021− 2022− onwards

18 19 20 21 22 23

Digitising Council Services X X X X

Transformation of Assets X X X X X

Environment and Infrastructure X

Business Centre X X

Workforce and Service Innovation X X X
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Appendix 4

Indicative timetable of project plans to Infrastructure
Committee

2017 2018 2019 2020
PRIORITY PROJECTS and

Nov Feb May Aug Nov Feb May Aug Nov beyond

Digitising Council Services X

Transformation of Assets X

Environmental and Infrastructure X

Business Centre X

Workforce and Service Innovation X
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