
North Lanarkshire Council
Report

Agenda item E l approval E l noting Ref Date 18/12/17

DigitaINL Transformation ProgrammeI

From Robert Steenson, Assistant Chief Executive (Infrastructure Services)

Email Steensonr@northlan.gov.uk Telephone 01698 302084

Executive Summary

This report provides the Transformation Sub Committee with:

− an update on the Digitising Council Services (DigitalNL) transformation
programme.

− a further breakdown (by Service) on the activity analysis undertaken over the
summer months and

− the projected impact from delivery over the 5 year programme.

It also seeks approval of:

− the procurement of a Digital Business Partner for the Digitising Council Services
transformation programme

− the recommended savings option

Recommendations

It is recommended that Transformation Sub Committee:

(1) Note the contents of this report and accompanying Appendices
(2) Note the progress on the programme to date
(3) Note the activity analysis results for each service
(4) Note the DigitalNL Organisation structure
(5) Note the progress of the procurement of an external Business Partner
(6) Note the projected FTE impact of implementing the DigitalNL proposals across

all service areas
(7) Approve the commencement of procurement of a Digital Business Partner

Supporting Documents
Council business This programme of work, that impacts across all Services,
plan to 2020 contributes in various ways to three council priorities which



Appendix A
Appendix B
Appendix C
Appendix D

Appendix E
Appendix F
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Appendix H

are intrinsic to new ways of working and new business
models;

− Working differently and better in respect of
communities;

− Drawing on a wider range of resources to achieve the
council's aims; and

− Improving economic opportunities and outcomes.
Activity Analysis Processes & Overall Outcome
Activity Analysis Breakdown per Service
Indicative Implementation Plan
DigitaiN L Implementation Programme Organisation
Structure
Council Business Strategy for a digital age
Benefits Rationale
Financial benefits from the programme
Business Partner requirements / scope

1. Background

1.1

1.2

1.3

1.4

A report was previously presented to CMT with the context, vision and aims of
the Digitising Council Services (DigitalNL) programme in October 2017.

After approval in principle by both the CMT, and thereafter the Transformation
Committee on 18 October 2017, further work has been undertaken on the
mobilisation of the DigitalNL implementation programme.

A further report on progress to date was considered and approved by the CMT
on a recommended target FTE reduction for the programme (see Section 3.1).

This report updates the Transformation Sub Committee on the progress made to
date.

2.

2.1

Report

DigitaINL: Outline Business Case Update

The outline business case for the DigitalNL transformation programme was
presented and approved in principle by the following:

CMT
Transformation Sub−Committee (Convenor)
Infrastructure Transformation Board
Transformation Sub−Committee
Infrastructure Committee
CMT

Tues 31 October 2017
Tues 31 October 2017
Tues 10th October 2017
Wed 18th October 2017
Wed 811 November 2017
Tues 28th November 2017



2.2 The programme will now move forward into the next stage implementation phase
with initial activities covering mobilisation, initiation, resourcing, procurement
partner and identification of 'quick wins'. (See Appendix C High Level
Implementation Plan)

Programme Update

2.3 Now that the conceptual Outline Business Case has been approved the core
programme team have been working on defining the governance and the
programme organisation that will take the DigitalNL transformation programme
forward. (See Appendix D Organisation Structure − Management &
Governance)

2.4 In order to deliver on the ambitious digital vision of North Lanarkshire Council, it
is necessary to explore new ways of service provision for our customers and
harness new innovative emerging technologies over the next five years. NLC
needs to have a new Council business strategy for a digital age. This is presented
in Appendix ECouncil business strategy for a digital age.

Building upon the Digital vision and high level roadmap, as previously reported
to CMT (see Appendix C High−Level Implementation Plan), it is recognised
that:

The proposed programme of change is highly complex and the Council does
not have, nor need, specific in−house capacity to deliver the changes.
There is a need for a core DigitalNL programme team to work with key
external partners who can each bring specialist insight, value and delivery
capabilities to the Council; in addition to complementing each other's
strengths.
A shared view of success working as an integrated team, focussing on the
council's strategic ambitions, will be critical to the programme.

Procurement of a Digital Business Partner

2.5 Procurement options and government framework agreements have been
explored for external partners to fulfil the roles of Digital Business Integrator
(Business Partner) and Systems Integrator (Technology Partner), to supplement
knowledge, skills and capacity, and, work as part of.an integrated DigitalNL
implementation team to deliver the Digitising Council Services transformation
programme.

The procurement requirements of the programme have been divided in to a range
of contracts, including a contract for a Business Partner and a contract for a
Systems Integrator (Technology Partner). This approach is to minimise the risks
associated with a single large contract and to build in more flexibility to commercial
management.

Research was undertaken via the online government Digital Marketplace and
Digital frameworks available. Market sounding was undertaken with the top 4
digital consultancy firms in the UK plus another 6 firms in the digital consultancy
market. Engagement assistance was sought from corporate procurement,
Scotland Excel and Scottish Government on best and quickest routes to market
and Legal Services have also been engaged to ensure that appropriate T&Cs are



in place. This was done with a view to formally starting a procurement process in
January 2018 (subject to committee approval).

This initial procurement is focused on the requirement to contract with a Digital
Business Partner with significant experience, skills and knowledge of digital
transformations in the public sector. The council team will retain overall
management and control and oversee the full programme. The Business Partner
will also assist in sourcing a Systems Integrator and potentially an Infrastructure
Partner depending on the scale of the requirement.

The objective of this contract is to engage a suitably qualified and experienced
Business Partner: to support the development of the detailed design (business
and technical) and full business case; to support the subsequent sourcing of the
required technology partners; and, to support the implementation and delivery of
North Lanarkshire's ambitious vision of a 'Digital Council, Digital Economy and
Digital Communities'.

The requirements and scope of the Digital Business Integrator (Business Partner)
role are outlined in more detail (See Appendix H).

Duration of the contract

2.6 The council requires a strategic partner and continuity through the entire duration
of the DigitalNL transformation programme. Based on initial high−level plans, it
is anticipated that a minimum of 4 years would be required to undertake the
extensive business and technology change necessary. To ensure there is
flexibility to continue progress with the Business Partner beyond the 4 years
without having to retender (and avoid potentially having to change Business
Partner mid−progress) the recommended approach is to build in options to extend
for up to 2 years (with 1 year extension periods), giving maximum contract
duration of 6 years in total (minimum 4+1+1).

Value of the contract

2.7 The annual contract value is estimated at £800K to £1.1M with a maximum
contract value over the 6years of £6.4M. This is broken down as follows:

Capital I technology costs £2.7M
Resource / revenue costs £3.7M
Total estimated cost £6.4M

The requirements and scope of the Digital Business Integrator (Business Partner)
role are outlined in more detail (See Appendix H).

Anticipated Contract Start Date

2.8 The earliest possible start date for the Digital Business Partner is being sought,
based on the most aggressive contract award procedure in accordance with the
procurement legislation.

The procurement will therefore commence on approval by the Transformation
sub−committee and will be completed by summer 2018.



Contract and Supplier Management

2.9 The DigitalNL Transformation Programme was identified as one of the thre
main future organisation ambitions of the Authority, as stated in the 'Future
Organisational Ambitions' paper presented to the P&R Committee in December
2017.

As the role of the Business Partner is pivotal to the ongoing design, development
and delivery of the programme, the level of contract management for this contract
has been assessed as High to ensure objectives are achieved and benefits are
realised within the timeframe.

Procurement Recommendation

2.10 It is recommended that the procurement journey for a strategic Digital Business
Partner is started at the earliest opportunity to maintain momentum on the
DigitalNL transformation programme

Internal resource

From the work undertaken in the Outline Business Case:

2.11 Workshops have taken place to determine the level of resource (internal and
external) required for the duration of the programme. Internal resources have
been identified and costed, and are being progressed as part of the workforce
development paper to P&R committee in December 2017.

2.12 New job descriptions and person specifications have been written for the new
NLC posts within the core DigitalNL implementation team. Job evaluation
templates have been completed for assessment and will be job evaluated as
appropriate and advertised in due course (subject to approval see section 2.10).

Activity Analysis

2.13 A baseline analysis was completed in the summer to determine the extent of
opportunity and, scale of the benefits that might be achieved when considering
the following:

To what extent has the Council already digitised its services.
To what extent are there common activities and processes that could be
digitised and consolidated into a business centre.

The results from the activity analysis 6,966 FTE (which excluded ALEO's,
teachers and EYC schools based staff and vacancies) showed 51% effort is
spent on service delivery whilst the remainder is spent on processes such as
customer contact, administration and data entry across services.

When comparing the effort spent on individual activities against other Councils,
NLC benchmarks higher on the processes of enquiry handling, managing
appointments, recording and data entry, HR, and Health & Safety. This perhaps
reflects the fact that there are a number of contact points into the Council and
some challenges with systems integration.



The overall results from this analysis can be found in Appendix A with a
breakdown by activity and Service in Appendix B.

Challenges/Risks/Threats

2.14 The financial benefits presented within this document have been calculated by
considering a combination of demand and supply factors, as outlined in
Appendix F Benefits Rationale. Each of these factors are anticipated to be
impacted through the delivery of the Council's digital vision.

2.15 The optimum savings option (see section 3.1) assumes successful
implementation with full realisation of benefits, however, further detailed design
and a full business case needs to be undertaken to provide further assurance
that the full benefits can be achieved.

Confidence in the accuracy and reliability of the resulting forecasts will be
validated by undertaking further detailed design and analysis, due to be
completed by September 2018.

At this current conceptual Outline Business Case stage an element of realism in
terms of deliverability and forecasting of the benefits should be factored in, taking
into account potential challenges, risks and threats (known and unknown), for
example:

• Competing priorities − both national and local may impact on timescale for
realisation of benefits

• Workforce savings already planned I realised by Services − vacancies
deleted etc. that may impact on the activity analysis results and subsequent
calculation of benefits

• The complexity, scope, scale and duration of this programme − the further in
time the benefit is due to be realised the more it may be impacted/threatened

• Cultural change − needs to be embraced by all to ensure successful
implementation and realisation of benefits

• Rapid pace in changing technology
• Legislation changes may threaten realisation of benefits

FTE Impact

2.16 The options explored to date in relation to internal services have considered the
scope, activities and processes undertaken in NLC, including those that will be
brought into a business service centre. (See Appendix F)

2.17 The activity analysis was undertaken over the summer months and as a result
schools based staff were excluded however this will be conducted in the near
future.



FTE impact across Services

2.18 The following tables show the reduction of FTE (per Service) by activity phased
over the 5−year programme.

Customer Middle Service
Contact Office Delivery Support Strategic Total

Chief Executives 3 1 1 10 3 18
Education, Youth & Communities 6 13 4 5 5 32
Enterprise & Housing Resources 32 28 9 16 9 95
Health & Social Care 52 68 49 19 8 196
Infrastructure 46 37 62 38 12 196
Total 139 147 125 89 361 536

Y r l Yr2 Yr3 Yr4 Yr5
17/18 18/19 19/20 20/21 21/22

Chief Executives 0 4 11 18 18
Education, Youth & Communities 0 7 19 32 32
Enterprise & Housing Resources 0 4 11 19 19
(General Fund)
HRA 0 22 48 76 76
Health & Social Care 0 44 115 196 196
Infrastructure 0 45 117 196 196
Total 0 127 321 536 536

3 Implications

3.1 Financial Impact

3.1.1 From analysing the scenarios above, along with considering the challenges, risks
and threats that may be encountered in this long term programme, the
DigitalNL Programme Board recommends that the sensitivity FTE savings
reduction projected in the tables in section 2.18 are realistic and achievable with
potential for further incremental savings beyond year 4. (See Appendix G)

As the programme develops, the assumptions and plans will become further
refined, resulting in the benefits projections/forecasts being firmed up.

The benefits forecast will be reviewed again at the conclusion of the detailed
design and full business case stage.

3.1.2 Internal resource requirements for additional roles within the DigitalNL
implementation programme team have been identified and these are outlined in
Appendix D.

3.1.3 Further financial considerations will be given to any savings and/or costs on the
decommissioning, contract penalties etc. associated with the current ICT delivery
whilst working through the detailed design and full business case. This will also
be reviewed at the end of the detailed design stage.



3.2 HR/Policy/Legislative Impact

3.2.1 Work is ongoing with HR for internal resourcing of the DigitalNL implementation
team (see section 2.11).

3.3 Environmental Impact

No update.

4. Measures of success

The measures of success remain the same from the previous report:

4.1 A core measure of success for the implementation programme will be the ability
to enable North Lanarkshire to grow and sustain success for the next 5−15 year
period. In order to do this, maintaining the current levels of momentum on the
programme will be the key. The implementation plan outlined in section 2.12
above aims to deliver as much of the changes in the first 3−5 years. These
changes can then be scaled up and down depending on Council priorities and
need.

4.2 Anticipated benefits from the Business Service Model:

− Improvement of the customer experience (people, communities, etc.) through
streamlining of processes and service delivery functions, and moving towards
a 'right first time' customer focused approach.

− Removal of time consuming non−core activities from frontline staff allowing
them to focus on delivering to their customers.

− Creation of multi−skilled flexible staff who focus efforts on more value adding
activities. Creation of a flatter structure.

− Provision of better insight and management information to assist with
decision making and use of performance indicators to monitor success.

− Providing future opportunities to share services out with the Council (e.g. joint
ventures, ALEOs etc.) or deliver through alternative models.

− Supporting the Council's pledges to environmental sustainability through
reduced use of paper and carbon footprint via increased use of self service
functions.

− Potential to reduce requirements on assets and properties

4.3 Anticipated benefits expected from the DigitalNL technical programme:

− Delivery of world−class cloud solutions to transform the way the organisation
operates

− Focused outcomes for the Digital Council, Digital Economy and Digital
Communities through harnessing modern technology



− Improvements on how information is used across the organisation to enable
transformation

− Provision of better ways of working through end−to−end technology to improve
productivity

− Use of cloud technologies to deliver shared platforms and accelerate
business transformation

− Adoption of Enterprise Architecture for greater flexibility and innovation
− Consistent approach to extending cloud and digital services across the

organisation through establishment of a Digital Steering Group and a
Technical Design Authority

− Improved assurance by combining broad industry experience, delivery
partner experience and organisational experience

− Improved skills in contract and supplier third party management

1 6 1 �Ze6j ;7

Robert Steenson
Assistant Chief Executive (Infrastructure)



Appendix A – Activity Analysis Processes / Overview 

The diagram below shows all 36 processes that were part of the Activity Analysis survey that was distributed across a significant range of Council staff for assessment and completion. 

The 20 highlighted processes are those where there is most opportunity to consolidate, automate and digitise. 
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Appendix A – Activity Analysis Processes / Overview (cont) 

The Activity Analysis survey provides a Council-wide baseline of activity for 6,966 FTE showing 51% of effort is spent on service delivery and the remainder on processes such as customer contact, administration 

and data administration across all service areas.  

The following table and chart show the spread of activity by category across the Council services.  

 

 

 

 

This has helped to identify areas of fragmentation and duplication and opportunities to consolidate, automate and digitise. 

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Chief Executives

Education, Youth & Communities

Enterprise & Housing Resources

Health & Social Care

Infrastructure

FTE view

Customer contact Middle office Service delivery Support Strategic

 FTE Analysis: Customer contact Middle office Service delivery Support Strategic Total 

Chief Executives 15 8 17 73 41 154 

Education, Youth & Communities 45 96 109 45 53 347 

Enterprise & Housing Resources 219 201 271 160 110 961 

Health & Social Care 449 494 1,406 173 74 2,596 

Infrastructure 295 274 1,776 426 137 2,908 

Grand Total 1,024 1,073 3,579 876 415 6,966 



Appendix B – Detailed FTE Activity Analysis (Per Service) 

 

Category Activity 

Chief  

Execs EYC E&HR H&SC Infra Total 

Customer 

Contact 

Enquiry Handling 10 13 97 129 130 379 

Processing Requests & Applications 5 10 44 31 95 185 

Managing appointments 1 3 21 39 18 82 

Eligibility 0 3 11 21 17 53 

Assessment 0 11 38 209 25 283 

Approval of Service 0 5 7 20 9 41 

Service 

Delivery Service Delivery 17 109 271 1406 1776 3579 

Middle Office 

Management & Supervision 1 28 36 129 72 266 

Workforce Planning 0 11 8 13 15 48 

Workforce Scheduling 0 8 10 31 17 67 

General Administration 3 22 53 98 57 233 

Recording & Data Entry 3 24 72 197 85 381 

Billing & Receiving Payments 0 2 11 9 19 41 

Close Record 1 1 11 16 9 37 

Support 

IT 0 6 14 15 36 71 

HR 0 4 25 7 33 68 

Financial Management 3 1 7 8 48 67 

Health & Safety 1 5 33 25 68 131 

Stores & Distribution 0 15 4 2 3 24 



 

Fleet & Plant Management 20 0 0 0 0 21 

Payroll Services 2 7 16 9 9 43 

Master Data Management 2 8 10 6 9 35 

Management & Supervision2 1 5 24 19 30 80 

Workforce Planning3 4 7 15 13 17 56 

Workforce Scheduling4 38 5 16 17 21 96 

General Administration5 0 5 36 15 37 93 

Property Estate & Facilities Services 0 0 3 10 40 53 

Strategic 

Procurement & Commissioning 0 0 1 2 38 42 

Managing Contracts 1 0 1 4 20 27 

Marketing, PR & Comms 11 1 2 2 1 17 

Legal Advisory Services 0 2 7 9 12 29 

Strategy & Policy 5 9 12 19 39 84 

Research and Consultation 1 1 10 6 11 28 

QA, Performance Management & Improvement 1 1 4 7 11 23 

Business Information & Reporting 19 14 23 49 45 150 

Supporting the Democratic Core 4 1 8 1 37 51 

Total Activity 154 347 961 2596 2908 6966 

% of FTE surveyed 2% 5% 14% 37% 42% 100% 



Appendix C – Indicative Implementation Plan 

An indicative high level implementation plan has been created as follows: 

 



Appendix D – DigitalNL Transformation Programme Organisation Structure  

 

 



Appendix E Council business strategy for a digital age 

 

 



Appendix F

Benefits rationale
Supplementary to Outline Business Case

September 2017



Financial Benefit Drivers

The financial benefits presented within this document have been calculated by considering a combination of demand 

and supply factors, as outlined below. Each of these factors are anticipated to be impacted through the delivery of the 

Council’s digital vision.

Financial benefits have been calculated with reference to FTE effort saving. There are four different factors 

which will combine to drive these savings.

Reducing Avoidable Demand

• The most effective way of reducing the cost of 

handling demand is preventing the requirement for a 

customer to contact the Council and/or utilise a 

service in the first place. 

• If demand does not exist, the Council can save the 

time and effort previously associated with handling 

and resolving the request.

• To facilitate this, there is a key dependency on the 

performance of the end-to-end system to effectively 

manage demand, with service failure a key cause of 

avoidable demand.

Channel Shift

• For contacts that cannot be avoided, transitioning the 

contact to a cheaper access channel represents 

another approach through which savings can be 

delivered.

• In practice, this means reducing the proportion of 

contact that is handled through personal contact and 

via telephone, and increasing the proportion handled 

online.

• The success of channel shift initiatives can be 

influenced by a variety of factors, including the 

customers experience of using self-service channels, 

promoting or incentivising the use of self-service, and 

restricting the availability of certain services through 

high cost channels.

Reducing Activity & Improving Efficiency 

• In addition to better managing and mitigating 

demand received by the Council, improvements can 

be made to processes and ways of working to reduce 

the effort associated with those activities that 

remain.

• Specific interventions that can be utilised to reduce 

the amount of effort expended by the Council include 

integrating applications, stopping non-value add 

activity, adopting standard processes and standards, 

and utilising new technologies such as Robotic 

Process Automation (RPA).

Reducing Cost of Resources

• Adopting the most cost effective delivery models, 

approaches and blend of resources to meet residual 

demand and deliver required outcomes.

• This may include consolidating disparate functions 

and activities into new ‘centres of excellence’ or 

adopting alternative delivery models, such as shared 

service arrangements, creating opportunities for 

process simplification, standardisation and economies 

of scale.

• Implementing new technologies, such as Robotic 

Process Automation, has a direct impact on staff roles 

and responsibilities, creating opportunities to 

generate savings through amending resource profiles 

and grading to reflect the residual demand and 

activity to be carried out.

There could be additional financial savings or possibly contract penalties from the decommissioning of existing IT 

systems and infrastructure which will offset some of the IT costs. However, these haven’t been included in this OBC.

2



Benefits assumptions
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Savings have been calculated using average salaries per grade and estimated on-costs of 30%.

The benefits for option 1 and 2 are based on savings against the 20 processes highlighted in amber below and 

explained in this section. At the time of finalising this summary report, the Council has opted for Option 3 (all 

processes). Therefore those processes greyed out below have had a conservative estimate of 5%-15% benefits 

applied but they have yet to be fully explored and described in the same way as those processes highlighted in 

amber.

The benefits are based on average salaries including oncosts and a consideration of the savings 

percentage based on our findings and comparable Councils. 

The 20 processes



The 20 key processes

Savings have been individually set for each of the 20 processes with the rationale for each saving level is set 

out below:

4

Enquiry handling

Comparison to benchmarks

• Other Councils underdoing transformation have achieved savings ranging from 21% to 34% for their 

customer handling processes depending on scale of change.

• Enquiry handling effort from the Activity Analysis is at 5.4%, higher than the pre-transformation benchmark 

of 5.1% suggesting that NLC could achieve higher than average savings

Reducing avoidable demand

• The Council is recognised as difficult to navigate for customers. Both Contact Centre and First Stop Shops 

indicate that service failures (e.g. benefits letters that are difficult to understand) cause demand inwards. 

Limited usage in areas looked at of sign-posting to other providers, or using community platforms. 

Applicability of this benefit lever is high, up to 10%

Channel Shift

• All the four infrastructure areas looked at showed a preference towards outbound post and other higher 

cost channels. 49% of First Stop shop transactions have been identified as ready for channel shift. There is 

limited availability of self-service and where it is available it is not fully implemented e.g. Housing benefit 

applications are still only half online and, despite there being a housing app, customers still phone or visit 

First Stop Shops for preference. Applicability is of this benefit lever is high, up to 10%.

Reducing activity & improving efficiency

• Multiple systems are used for dealing with different customer issues, with limited use of the CRM. There is 

limited to no use of chatbots to respond to enquiries. Applicability of this benefit lever is medium, up to 

5%.

Reducing cost of resources

• Enquiry handling is very fragmented with 10 First Stop Shops and 800+ direct phone numbers into services. 

The Contact Centre carries out only 21% of the Council’s Contact. Only 3 of the 36 teams1 did not carry out 

at least some customer contact. Applicability of this benefit lever is medium, up to 5%

Applying those savings in sequence results in a saving of 27%. Conservative estimate has been applied to 

reflect the uncertainty in extrapolating across the entire Council.

Savings applied: 25%

1

Methodology:

For each process, the potential from applying each of the 4 benefit levers have been considered. This covers:

1) Analysis of the current maturity (based on the activity analysis, workshops and deep dive into Infrastructure)

2) Consideration of the potential from applying technology in this area.

On this basis the significance of the opportunity has been rated not applicable, low, medium or high.

Not applicable/low – no savings

Medium – up to 5%

High  - up to 10%

The savings have then been combined and sense-checked against savings achieved in other Councils.

1 Audit & Inspection (Chief Executives), Lifelong Learning & Youth Employment (EYC), Organisational & People 

Solutions (E&HR)



The 20 key processes

5

Processing Requests and Applications 

Comparison to benchmarks

• As for enquiry handling, other Councils underdoing transformation have achieved savings ranging from 21% 

to 34% for their customer handling processes depending on scale of change.

• Processing request effort from the Activity Analysis is at 2.7%, slightly higher than the pre-transformation 

benchmark of 2.6% suggesting that NLC could achieve savings in line with other Councils

Reducing avoidable demand

• Very high proportions of applications in areas looked at required additional effort due to incorrectly filled in 

forms e.g. 80% of community care grant applications– simpler, error-proof forms could reduce avoidable 

work. Applicability of this benefit lever is medium, up to 5%

Channel Shift

• As for enquiry handling, high cost channels predominantly looked at in areas considered. However, the 

Council has demonstrated capability to achieve such savings (e.g. in E&HR) for similar type processes. It has 

also not yet fully exploited the use of the customer portal nor is it common place to direct customers 

towards online applications (e.g. in a previous First Stop Shop survey of activity of over 2,100 Welfare 

related process requests, only 56 were directed to online forms.) To achieve this, the default is that all 

applications / requests are made available and supported via mobile/web. Only the highly complex 

requests or those where some initial ‘assisted digital support’ require personal contact interaction 

Applicability is of this benefit lever is high, up to 10%.

Reducing activity & improving efficiency

• High amounts of rekeying currently from one system to another or typing up scanned paper forms. Limited 

use of robotic process automation to automatically process requests and applications. Applicability of this 

benefit lever is high, up to 10%.

Reducing cost of resources

• For simple transactions and applications, potential for consolidation, though this will need to be done in 

partnership with services to facilitate smooth transition of processes. Applicability of this benefit lever is 

medium, up to 5%

Applying those savings in sequence results in a saving of 27%. Conservative estimate has been applied to 

reflect the uncertainties.

Savings applied: 25%

2



The 20 key processes

6

Managing appointments

Comparison to benchmarks

• As for enquiry handling, other Councils underdoing transformation have achieved savings ranging from 21% 

to 34% for their customer handling processes depending on scale of change.

• Managing appointments effort from the Activity Analysis is at 1.2%, slightly higher than the pre-

transformation benchmark of 1.0% suggesting that NLC could achieve savings in line with other Councils

Reducing avoidable demand

• Low level effort. Some potential to reduce the number of appointments needed if channel shift is pursued. 

Applicability of this benefit lever is high, no savings applied.

Channel Shift

• Self-service currently not widely available. Potential to enable appointments to automatically feature on 

customer profiles/portals and be made available via their mobile device, and supported by text/social 

media reminders. This will also depend upon the Council’s ability to manage one appointment which may 

cover several issues (and services), thus negate the need of more support in managing future 

appointments. Applicability is of this benefit lever is high, up to 10%.

Reducing activity & improving efficiency

• Some good practices in effectively managing face to face appointments (e.g. using Qmatic to manage 

queues and meetings). Applicability of this benefit lever is low, no savings applied.

Reducing cost of resources

• Potential for consolidation of activity alongside other customer contact processes. Applicability of this 

benefit lever is medium, up to 5%

Applying those savings in sequence results in a saving of 15%.

Savings applied: 15%

3



The 20 key processes

7

Eligibility

Comparison to benchmarks

• As for enquiry handling, other Councils underdoing transformation have achieved savings ranging from 21% 

to 34% for their customer handling processes depending on scale of change.

• Councils such as LB Enfield achieved c20% savings by directing customers towards online platforms and 

mobile devices. 

• Eligibility effort from the Activity Analysis is at 0.8%, slightly lower than the pre-transformation benchmark 

of 1.3% suggesting that NLC could achieve slightly lower than average savings

Reducing avoidable demand

• Effort on eligibility is low but multiple separate eligibility checks carried out for different welfare 

applications for example. Potential for combined financial check for example and for automatically 

renewing / processing applications for things customers are entitled to. Applicability of this benefit lever is 

medium, up to 5%.

Channel Shift

• Self-service currently not widely available. All rules based eligibility checks could be made available digitally 

(with few exceptions) Applicability of this benefit lever is high, up to 10%.

Reducing activity & improving efficiency

• Limited integration between systems and use of RPA currently means high manual effort spent on checking 

between systems. Applicability of this benefit lever is medium, up to 5%.

Reducing cost of resources

• Potential for consolidation of activity alongside other customer contact processes. Would require buy-in 

from services. Applicability of this benefit lever is medium, up to 5%

Applying those savings in sequence results in a saving of 23%. Conservative estimate has been applied to 

reflect the uncertainties.

Savings applied: 20%

Note with Health & Social Care (H&SC) dealing with 66% of all Eligibility FTE, this savings percentage is reliant 

upon shifting eligibility checks online/mobile in H&SC.
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The 20 key processes

8

Assessment

Comparison to benchmarks

• As for enquiry handling, other Councils undergoing transformation have achieved savings ranging from 21% 

to 34% for their customer handling processes depending on scale of change.

• Assessment effort from the Activity Analysis is at 4.1%, slightly lower than the pre-transformation 

benchmark of 4.9% suggesting that NLC could achieve slightly lower than average savings

• Note that most assessment activity takes place in H&SC suggesting this is mostly complex assessment 

requiring service professionals. Some of this activity will be heavily reliant on interaction through/via the 

JIB so caution has also been applied here.

Reducing avoidable demand

• Limited applicability. Applicability of this benefit lever is low, no savings applied.

Channel Shift

• Potential for use of artificial intelligence to support some assessments and for applications to be fully 

supported by digital capabilities (e.g. check the status of my assessment) Applicability of this benefit lever is 

medium, up to 5%.

Reducing activity & improving efficiency

• Limited applicability. Applicability of this benefit lever is low, no savings applied.

Reducing cost of resources

• To achieve this number would require considering moving to a capability such as a joint assessment hubs 

(as is being undertaken by LB Haringey) which bring together disparate simple assessments across social 

care and housing and delivering them in one place. Applicability of this benefit lever is medium, up to 5%

Applying those savings in sequence results in a saving of 10%..

Savings applied: 10%

5



The 20 key processes

9

Management and supervision, workforce planning and workforce scheduling

Comparison to benchmarks

• Savings in other Councils are typically around 20-35%, linked to the overall scale of savings.

• The effort on these processes in both the front and back office from the Activity Analysis are slightly lower 

than the pre-transformation benchmarks suggesting that NLC could achieve slightly lower than average 

savings

Reducing avoidable demand

• As FTE savings are made across the Council, the requirement for management will inevitably decrease. 

Therefore the scale of management overheads will decrease and help maintain a healthy balance of 

management spans and layers. On option 2, savings across the in scope areas is at 20%, for option 3 savings 

are at 11%. Option 3 is the preferred options, savings should be at least 10%.

Channel Shift

• Not applicable, no savings applied.

Reducing activity & improving efficiency

• As staff become more empowered through new digital workforce tools and capabilities, management and 

supervision effort required is reduced. Workforce planning and scheduling effort will be greatly reduced by 

further uptake of automatic scheduling facilities. Applicability of this benefit lever is medium, up to 5%.

Reducing cost of resources

• Not applicable, no savings applied.

Applying those savings in sequence results in a saving of 15%.

Savings applied: 15%

6



The 20 key processes

10

Administrative Processes (General Admin, Recording and Data Entry, Billing & Receiving Payments, Close 

Record) 

Comparison to benchmarks

• Savings in other Councils can be up to 30%, given the high applicability of digital ways of working to 

generate efficiency.

• Administrative effort in the front and back office from the Activity Analysis is slightly lower than the pre-

transformation benchmarks with the exception of recording and data entry which benchmarks high. This 

suggests that NLC could achieve savings in line with other Councils

• Due to the often ‘intertwined nature’ of these administrative processes (i.e. some savings can be hard to 

extract from day to day roles), the savings figure has been set conservatively.

Reducing avoidable demand

• There are currently challenges with systems integration, large numbers of paper forms and limited use of 

mobile working for front line staff resulting in high amounts of effort on rekeying. Improving systems 

integration, channel shifting transactions and application and empowering frontline workers (e.g. care 

workers) to resolve more client requests at the point of contact and reduce the need to re-enter or pass 

information over to their teams to capture basic data will greatly reduce the amount of administrative 

effort required. Applicability of this benefit lever is high, up to 10%

Channel Shift

• Moving to e-invoicing and greater adoption of digital ways of working internally will reduce the amount of 

effort associated with administrative work internally. Applicability of this benefit lever is medium, up to 5%

Reducing activity & improving efficiency

• There is currently high amounts of rekeying currently from one system to another or typing up scanned 

paper forms. Limited use of robotic process automation to mimic keystrokes at the moment with significant 

potential in this area. Applicability of this benefit lever is high, up to 10%.

Reducing cost of resources

• There could be potential to consolidate some middle office activity but the scale of this has not been 

explored. Applicability of this benefit lever is low, no savings applied.

Applying those savings in sequence results in a saving of 23%.

Savings applied: 22%
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The 20 key processes

11

Support Processes (Master Data Mgt, QA, Performance management & Improvement, Business Information 

& Reporting, Financial Mgt )

Comparison to benchmarks

• Savings in other Councils are typically around 20-35%, depending on the scale of change.

• Support effort from the Activity Analysis is lower than the pre-transformation benchmarks with the 

exception of recording and data entry which benchmarks high. This suggests that NLC could achieve lower 

than average savings

Reducing avoidable demand

• Fully adopting a Cloud First strategy will automatically reduce the level of Master Data Mgt effort. Adopting 

the Automated Reporting (inc. Dashboards and KPIs) component of the target architecture will also reduce 

or eliminate the 56 FTE currently undertaking Business Information & Reporting in a more manual fashion. 

Applicability of this benefit lever is very high, up to 15%

Channel Shift

• Not applicable, no savings applied.

Reducing activity & improving efficiency

• There is some successful use of robotic process automation for reporting purposes in the welfare area and 

known potential to expand this further. Applicability of this benefit lever is high, up to 10%.

Reducing cost of resources

• There could be potential to consolidate some back office activity but the scale of this has not been 

explored. Applicability of this benefit lever is low, no savings applied.

Applying those savings in sequence results in a saving of 24%.

Savings applied: 22%
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Additional processes

The additional 16 processes have yet to be fully explored and described in the same way as the main 20 processes. 

Therefore industry benchmarks have been applied for these processes.

Where the activity analysis indicates that we currently expend less effort than the pre-transformation benchmark, 

the lower target savings has been applied. Where we spend more effort, the higher target savings has been applied.

For the additional processes 16, savings have been applied based on comparisons with other Council 

savings.

12

Processes
Comparison to 

benchmark
Saving applied

Approval of Service Low 15%

Service Delivery High 5%

*IT Low 0%

HR High 11%

Health & Safety High 9%

Stores & Distribution High 15%

Fleet & Plant Management High 14%

Payroll Services Low 13%

Property Estate & Facilities 

Services Low 11%

Procurement & Commissioning Low 11%

*Managing Contracts Low 0%

Marketing, PR & Comms Low 11%

Legal Advisory Services Low 10%

Strategy & Policy Low 10%

Research and Consultation Low 10%

Supporting the Democratic Core Low 11%

*For the IT and Managing Contracts processes no savings have been applied as it the move to the new architecture 

is not likely to generate savings in these areas.



Appendix F Benefits Rationale (Contd) 

 

Savings achieved by other authorities through the adoption of 
Digital (case studies) 

Sensitivity Savings target 

 
The DigitalNL project team have gathered a range of evidence from 
other local Councils through discussion, visits and desk based research. 
A selection of these case studies are included below to demonstrate the 
scale of the savings that others have achieved.  
 
All of the Council outlined in the paragraphs below have faced similar 
challenges and have all been looking for ways to protect and improve 
frontline services while facing unprecedented financial pressure. 
Furthermore, many of these organisations have had to work at pace to 
deliver value quicker than previously achieved.  
 

Case Study 1 - London Borough 1 (Enfield)  

The DigitalNL team visited this London Borough and have spoken 

directly to the Council to establish the level of savings that were 

achieved.  

 

This case study is also particularly relevant due to the scale and desire 

for innovation within their cross-council programme of change which is 

directly comparable to the ambition of DigitalNL. Furthermore, this 

Council has undertaken a similar journey to the one that DigitalNL are 

currently on: namely using an activity analysis approach to create the 

evidence base, benchmarking against other Councils, establishing a 

Digital operating model for delivery, and working with incumbent strategic 

partner providing technology infrastructure. 

 
Working in partnership with an ecosystem of technical providers, 
including Microsoft, the London Borough enabled a digital-first approach, 
transforming customer service processes, automating end to end 
operations and delivering analytics to support better commissioning 
decisions. Enfield has achieved recurrent savings of >£20m through 
digital solutions delivering automation, diverting demand through channel 
shift, self-assessment and better signposting to alternative provision, 
streamlined assessment and evidence-led targeted interventions. These 
solutions have been live for 2 years and have delivered £40m (£20m 
pa recurring) of savings to date. 
 
Case Study 2 – City Council (Hull) 
This Council undertook the adoption of a digital delivery model, to reduce 
costs, mitigate demand pressures, meet the expectations of customers 
and to stimulate the local digital economy, which are similar to the 
ambitions of DigitalNL. However, the Council’s ambition was frustrated 
by outdated technology, and underdeveloped workforce capabilities.  
 
The Digital programme commenced with the design of the business and 
technical architecture, and based on a defined end state transitioned to 
new digital business models, supported by the development of new 
digital capabilities, and the deployment of new solutions. After two 
years, the Council had achieved a cultural shift that was digital-first, 
increasingly customer centric, facilitating a saving of £27m over 5 
years. 
 
 

 
£16m 
 
From the research the common factors 
that have had an impact on the scale of 
the savings are outlined below: 
 

• The suitability of some processes 
and assessments to be automated. 
Some assessments will be too 
complex and require human 
interaction 

 

• Savings will sensitive to the level of 
adoption of the online channels by 
the customer, but also the level of 
digital access and inclusion across 
North Lanarkshire 

 

• Interdependency with other public 
sector organisation (eg the JIB) 
and the need for cross 
organisational working to deliver 
the savings. 

 

• Brokerage models can potentially 
deliver significant savings, however 
any market place created needs to 
be assured. 

 

• Savings are dependent on the 
success of other initiatives to 
reduce demand for internal support 
and infrastructure. 

 

• Some savings are made through 
the consolidation of activities, 
however where this is only a part of 
an individual’s job it can be hard to 
extract efficiencies from the day to 
day roles. 

 

• There is a dependency with the 
adoption and implementation of 
automated reporting and the 
adoption of cloud models. 

 
 

• Sensitivity is related to the 
dependency of this saving on the 
success of the frontline initiatives to 
reduce unwarranted demand. 

. 



 
Case Study 3 – London Borough 2 (Hackney) 
This Council’s digital transformation was on a smaller scope and 
ambition but followed a similar process of developing a business case, a 
set of new design principles, a digital operating model, user stories and 
customer experience. As part of their programme they identified a set of 
quick win pilots to help with credibility, engagement and stakeholder buy-
in 
 
The annual recurring savings achieved were £2.6m (13m over 5 
years), which was achieved through the reduction in call volumes 
through the increased adoption of self service. Better targeting of 
customer need through the use of data and intelligence which enabled 
proactive delivery of services leading to single assessments reducing 
multiple applications from individuals for different benefits eg free school 
meals and clothing grants etc. Furthermore, there was a reduction in 
calls and white mail by making more services accessible online Staff 
become more confident using digital and dealing with customers through 
digital. 
 
Case study 4- London Borough 3 (Croydon) 
This Council has been selected as a case study for three key reasons: 

• The scale and nature of the challenge faced by the Council was 
comparable to DigitalNL – the Council have absorbed funding 
reductions of 31% over the last three years and the overall budget 
gap requiring action was approximately £104 million spread equally 
over each of the next three years. 

• The ambition and focus on an outcome led design mirrors that of 
DigitalNL - These financial pressures led the Council to recognise it 
needed to rethink the future role of the Council. 

• The Council were also focussed on digital promoting more than just 
cost savings. They prioritised residents independence, economic 
growth and liveability alongside making savings. 

The Council undertook a journey alongside a strategic partner to produce 
a strategic digital plan for the borough. With a focus on the digital and 
enabling part of the programme the joint team produced a detailed 
business case and implementation plan for Digital transformation in both 
the front and back office. 
 
Unprecedented staff engagement was crucial to drive collaboration and 
buy-in to the future model: more than 200 colleagues and delivery 
partners were involved in the production of the solution designs and 
business case. An Agile approach to solution definition was employed 
with the Chief Executive and leadership team in which ideas were 
presented every 4 weeks for refinement. This has led to £23m of 
savings being realised so far alongside a £16m reduction in third 
party spend also being achieved by the Council.  
 
 

 

 



Appendix G - DigitalNL Financial Benefits from the Programme 

An Authority wide transformation across all processes, such as this, represents the most 

significant opportunity to achieve both substantial savings and the Authority’s ambitions to 

become a digital leader in Scotland. 

In this scenario, the total implementation cost of the enabling technology comes to £18.7m 

distributed over a possible 6 years. This enables a breakeven point in year 3 and a potential 

recurring net benefit of £13.3m by from year 4 onwards. 

 

The table below shows extent of the potential gross/net benefits that could be achieved 
within the programme 
 

Benefit / cost (£m) Year 1 Year 2 Year 3 Year 4 Year 5 

Gross benefit 0.0 3.8 9.6 16.0 16.0 

Technology 

implementation cost 

(capex) 

- (5.0) (5.0) (2.5) - 

Resource 

implementation cost 

(revenue) 

(1.1) (1.7) (1.7) (1.7) - 

Recurring cost - (2.7) (2.7) (2.7) (2.7) 

Total cost (1.1) (9.4) (9.4) (6.9) (2.7) 

Net benefit (1.1) (5.6) 0.2 9.1 13.3 

Cumulative gross 

benefit 
0.0 3.8 13.4 29.4 45.4 

Cumulative cost (1.1) (10.5) (19.9) (26.8) (29.5) 

Cumulative net 

benefit 
(1.1 (6.7) (6.3) 2.8 16.1 

 

 

 

0.0

3.8

9.6

16.0 16.0

(1.0)

(9.4) (9.4)
(6.9)

(2.7)

(15.0)

(10.0)

(5.0)

0.0

5.0

10.0

15.0

20.0

Year 1 Year 2 Year 3 Year 4 Year 5

Gross benefit Total cost Cumulative net benefit



Appendix H - DigitalNL Business Partner Requirements 

North Lanarkshire Council are embarking on an ambitious programme of transformation and 

striving to be a lead Digital Council in Scotland. To achieve our ambitious vision and deliver 

services fit for the future, North Lanarkshire are looking for an experienced Business Partner 

to work hand-in-hand with the council’s DigitalNL team to deliver this transformational 

change. It has been recognised that the Authority does not have the capacity, skills or the 

knowledge and experience to tackle a programme of this type or duration, importance and 

complexity, and that knowledgeable external assistance is required. 

We are looking for a Business Partner to provide expertise, processes, methods, tools, 

people and capability to assist in the delivery of our DigitalNL programme incorporating both 

Business and Technology transformation.  

The Business Partner must have significant and substantial previous experience of 

digital transformations working with organisations of a similar nature, size and 

complexity to that detailed above for North Lanarkshire Council. 

 We want to establish a partnership to help us, initially, set up the programme and undertake 

the detailed design and full business case work, building on our existing OBC for digital 

transformation. Once this is successfully completed, we would then aim to work with the 

same partner to help implement the programme of change. 

The business partner will take on the role of a “Business Integrator” and would be 

responsible for the strategy and direction of system integration. It is anticipated that during 

the programme the business partner will assist in the procurement of and work alongside 

‘Systems integrator(s)’ who will be accountable for the build and development of the solution 

with oversight from the DigitalNL management team (inc. the business partner leadership 

team). 

 

Capabilities required from the Business Partner 

 

The Business Partner should have skills and expertise in the following: 

Programme Management Consultancy 

• Provision of Management and Technical consultancy advice tailored to the needs of a 
large scale Local Authority 

• An established transformation methodology and supporting tools 
• Provision of high quality professional resources, which bring knowledge and 

commitment to the public sector in Scotland and can be embedded in client side teams 
• Flexible resourcing to accommodate peaks and troughs in workload, capacity and 

specialist capabilities 
• Integrated working (predominantly onsite) along with skills and knowledge transfer 
• In-depth expertise in delivering large scale public sector (preferably local authority) 

digital transformation programmes 
• Experience in delivering substantial, assured and sustainable organisational change  
• Provision of an approach to knowledge transfer 
• Programme assurance capability 
• Evidence the delivery of financial benefits through digital transformation in local 

government 

Digital & Technology Capability 



• Established digital capability which has previously delivered outcomes and benefits in 
the local government sector (both internal and external facing) 

• Knowledge of a range of tools & methodologies to support the introduction and 
exploitation of modern technology 

• Assisting with the set-up of multi-supplier frameworks/contracts 
• Managing multiple suppliers in a complex delivery environment 
• Knowledge of key vendors/systems/technology available in the market place for Digital 

Service provision 
• Expertise in cloud and digital readiness assessments as a pre-requisite to migration 
• Proven track record implementing technology enabled solutions in local government 

Business & Technology Design – Business Integrator Capability 

• Service redesign and ability to improve services using technology 

• Knowledge of working with standard process designs 

• Expertise in collecting information, refining and finalising technology requirements 

(functional and non-functional), expertise in market engagement, bid management, 

contractual close and the phasing / planning of the technology for new technology 

solutions. This will include new digital and Cloud capability as well as other solutions to 

enable the business change. 

• Provision of business integrator support to provide the link between any systems 

integrators and North Lanarkshire as a client organisation. The business integrator will 

work with the NLC DigitalNL team (client side) to own the overall architecture, manage 

the design, build, test, train and deployment of any key technologies.  

Procurement & Contracts Management Capability 
• Sourcing and procurement of digital vendors/systems/technology (e.g. Cloud 

Technology, Business Intelligence and Analytics, etc) in accordance with Public 
Procurement Regulations 

• Vendor assessment and management; validating supplier capabilities and cloud 
credentials 

• Contracts management and legal assistance for service based technology contracts 
• Creation of Service Level criteria required to ensure a successful managed service 

Cloud Technology 

• Substantial practical experience of Cloud services including strategy, definition, delivery, 
transition, adoption and support frameworks 

• Directing the integration of cloud technology and services with legacy services/systems 
• Ability to draw on best practice advice and guidance on Cloud from experienced 

professionals in the field 
• Established cyber security capability 

 

Business Intelligence and Analytics 

• Definition of data models 
• Cloud analytics, data visualisation and business intelligence. 

Aligned Business & Technology Change 

• Definition of target operating models that exploit Cloud and Digital services 
• Delivery of Agile business and culture change in local government 



• Delivery of Agile product development (technical) to enable required business 
transformation 

• Business analysis, including current, target and transition state process mapping 
• Alignment of business transformation and digital technology delivery schedules  

Benefits Realisation, Risks and Issue Management 

• Identification of benefits that could be realised through digital transformation 
• Understanding of the risks involved in adoption of Cloud and Digital services along with 

the mitigations that may minimise these risks  
• Risk, Issue and Benefit definition, validation, measurement, tracking and reporting 
 

Business Change & Readiness and Communications 

• Transition planning and execution to ensure smooth transitions, business continuity, 
strategic alignment and measurable benefits realisation 

• Business Impact and Readiness Assessments (incl. capability and training needs 
analysis) 

• Assisting with delivery of training, go live and post go live support 
• Design and delivery of change management activities 

Business Partner Responsibilities 

The first package of work we want a Business Partner to be responsible for is:  

- to assist in mobilisation of the Programme,  
- undertake the Detailed Design of business and technical projects,  
- provide a full detailed Business Case and  
- support the first wave of technical procurement activities (i.e. system 

integrator/vendors/systems etc). 

We would require the Business Partner to work (predominantly onsite) as part of an 

integrated DigitalNL team alongside NLC staff to carry out the following activities and 

produce the distinct deliverables described below: 

DESIGN 

Programme mobilisation 

• Produce a programme organisation strategy and structure with clearly defined  
roles and responsibilities for the ongoing management of the DigitalNL 
implementation programme, along with clear accountability for delivery of Cloud 
and Digital services utilising multiple suppliers/vendors 

• Assist in the production of a benefits realization strategy and plan across the 5year 
programme. 

• Produce a cost spreadsheet to assist with the identification, monitoring and tracking 

of programme related costs and savings. 

• Produce project briefs and plans with scope, schedule, budget, and benefits 

realisation clearly defined 

• Set up a Functional and Technical Design Authority enabling compliance with 
Digital by Default Design standards and principles 

• Establish the appropriate governance for multiple parallel Waterfall/Agile 
development teams and projects 



Detailed design and full business case 

• Building on the Council’s recent outline business case: 
- Produce a detailed design and full business case for the DigitalNL 

implementation programme. This work requires to be complete within the first 6-
8 months and should include: 

- Cross council service engagement 
- A detailed design of the future business and technical systems/processes 

including documentation of the detailed future council operating models, new 
functional models for the council and the impact on current services. 

- Updated view of the target ICT architecture to enable the future operating model, 
including an analysis of the impact on and changes to NLC’s existing 
architecture 

- Description of the required enablers for moving to the new operating model 
including transition of technology, processes, people and culture 

- Refinement of the financial case for investment including update on costs and 
benefits from the OBC 

- Risk management strategy, covering identification of threats, risks and issues to 
the programme, recording, tracking and reporting the risks/issues, recording of 
mitigating actions that could minimise them. 

- Benefits realisation strategy and plan, covering benefits within the business case 
to be realised with the adoption of Digital Services, enabled business 
transformation and new business models 

- Release schedules/plans aligned to the establishment of the new operating 

model(s) and transitioned business operations 

- Development and release approach that allows for both governance and 
flexibility, including a decision making and approvals process for a managed 
incremental release delivery schedule. This should include the assessment of 
the best approach for project management methodology for each of the delivery 
projects within the programme (i.e. Agile / Waterfall) 

- Customer profiles for each target segment with follow up customer needs 
assessment and user insight as required. This will be used to support 
communications, design and change management activity across the council 
and its stakeholders 

- Customer journeys and service blueprints for core products and services to help 

North Lanarkshire transform the customer experience and the way in which 

services are delivered. 

- Detailed implementation programme plan 

Digital and Cloud Readiness 

• Produce a documented Digital and Cloud Adoption Strategy along with a roadmap 
of how to adopt efficient and effective digital and cloud services linked to 
programme level benefits realisation 

• Produce a digital and cloud readiness assessment and migration strategy as a pre-
requisite to Cloud migration: 
- Produce a full inventory of current applications / servers / storage / network 
- Produce a mapping of application interdependencies 
- Produce a list of applications suitable for relocating to the Cloud 
- Undertake an assessment of applications to determine Cloud readiness 
- Undertake a detailed GAP analysis of each application against the DigitalNL 

vision, issue report and recommendations for each application 
- Undertake a Cloud capacity assessment for a Digital architecture 
- Produce a high level migration schedule 



 

Procurement Activity 

• Produce a procurement strategy for the procurement of a systems integrator and 
digital vendors/services/systems (including Cloud and Digital technology services, 
Business Intelligence & Analytics, Connectivity Services, etc) 

• Support the procurement of cloud and digital based service offerings, architecture 
and systems through to completion. 

• Adhere to the Public Procurement rules for any recommendations 
 

IMPLEMENTATION 

 

Working in partnership 

NLC will then work with the Business Partner to carry forward the design into implementation 

of the programme. This will be achieved by agreeing individual set work packages 

(statements of work) as prioritised by NLC, with defined outputs to be delivered by the 

Business Partner. The Business Partner will put forward proposals for the resource and 

timescale for each work package to be agreed by the DigitalNL Steering Group. 

This would entail the business partner being able to flex the provision of expert resources as 

required to: 

- enable the completion of the agreed work package to maximise benefits and outcomes 

of transformational business change 

- exploit Cloud and Digital technology as the enabler of business transformation 

- Provide value for money and an incentivised approach 

- deliver NLC’s vision for digital transformation and change in North Lanarkshire. 

A service performance review procedure will be put in place for monitoring and governance 

of the delivery of each agreed Statement of Work. 

 


