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Executive Summary

Following the approval of the "North Lanarkshire − Our Ambition" report at Enterprise
and Housing Committee on 10 August 2017, this report aims to provide an update on
the Digital Transformation ambitions detailed within.

Recommendations

It is recommended that the Committee note this report in relation to the ongoing Digital
Transformation within Enterprise and Housing Resources and the direct relationship
with the Councils wider digital NIL programme.

Supporting Documents

Council business Improve economic opportunities and outcomes
plan to 2020 Improve the councils resource base

Appendix I North Lanarkshire − Our Ambition committee report approved
at Enterprise and Housing Committee on 10 August 2017

Appendix 2 Digitising Council Services report approved at Transformation
Sub Committee on 18 October 2017

Agenda item 5
LI approval Z noting Ref DM/SL/LS Date 15/02/18



1. Background

1.1 Elected Members will be aware of the "North Lanarkshire − Our Ambition" report
approved at Committee on 10 August 2017, outlining the ambitions for North
Lanarkshire under a number of priority projects identified for development by
EHR.

1.2 An overview of each project was provided under the broad headings of;
Economic Regeneration, Housing Management, Digital Transformation, a
Workforce for the Future and Evidence Informed Policy and Practice. A timeline
was detailed within the report indicating when future reports would be presented
to Committee on each of the projects.

1.3 The proposals contained within the Digital Transformation section of the Our
Ambition report set out the following key themes:

• Develop a more consistent approach to operational practices and
enhance the digitisation of services

• Consider the new build specification to facilitate technology to deliver
care in the home and ensure existing homes are suitably adaptable to
deliver the same flexibility

• Promote self−service and self−help opportunities required for the new
Housing Management model including the mobilisation of staff to
improve productivity through remote working and scheduling activity

• Consider the next phase management solution for repairs

1.4 Inherently linked into Digital Transformation within EHR is the council wide
Digital NL programme. This programme will implement innovative ways of
working that will transform North Lanarkshire through both business and cultural
change via investment in technological growth.

1.5 It has been recognised within the Digital NL programme that digital technology
will not only help drive new models of service delivery internal to North
Lanarkshire, but also assist in the external role the Council has to support
sustainable communities and generate sustained economic growth.

1.6 Four key principles have been identified under Digital NL that will enable NLC to
deliver future ways of working. These are; Digital Council, Digital Economy,
Digital Community and Insight and Analytics. Of these, Digital Community and
Digital Economy have been identified as requiring the direct support from EHR
which places EHR as a key stakeholder in progressing the Digital NL
programme.

2. Report

2.1 What Digital Transformation will mean for EHR

2.1.1 The overall aim of the digital transformation programme is to improve the quality
of life for citizens and businesses to encourage inward movement of people and
employment to the North Lanarkshire area. To do this a digital infrastructure is
required to further reinforce North Lanarkshire as an attractive place to locate
and grow a business in Scotland, with a skilled workforce profiled to match
current and future demand. In addition to this, creating digital communities



which are provided with the appropriate enabling technologies can provide
benefits to the education, health and employment of North Lanarkshire citizens.
These themes fit into both the "Digital Ecomony" and "Digital Community"
aspects of Digital NIL as detailed at 1.6. The following sections of this report will
expand upon the themes detailed at 1.3 of this report.

2.2 Develop a more consistent approach to operational practices and enhance the
digitisation of services

2.2.1 The aim is for our communities and customers to be increasingly self−managing
with technology available to anticipate needs and direct them to the right
resources, all of which reduces demand upon services. Connectivity is key to
providing a universal wireless service across the council area. This will support
the delivery of the "Internet of Things" (which includes sensor type technology)
into homes across North Lanarkshire including healthcare provision. The
benefits to be gained from enhanced connectivity are not only to the individual
citizen, but can also be extended to businesses providing the infrastructure
required for future economic generation and growth.

2.2.2 To ensure an inclusive and stable approach, the connectivity platform is likely to
include a combination of the following; wireless access, 4G (and subsequently
5G) mobile connectivity and wired connectivity via fibre etc. In December 2017,
the Scottish Government announced the planned extension of their Digital
Scotland Superfast Broadband programme which has committed £600m to
ensure 100% of premises across Scotland have access to ultrafast broadband
in Scotland by the end of 2021. This assists the Council greatly by ensuring
North Lanarkshire is "connected", as it helps to support the Services ambition
for digital inclusion for citizens, therefore providing enhanced opportunities to
access education, employment and training.

2.3 Consider the new build specification to facilitate technology to deliver care in the
home

2.3.1 As detailed at 2.2.2, an ultrafast network within North Lanarkshire is required
and the new build programme within North Lanarkshire has been identified as a
vehicle to facilitate some of this connectivity infrastructure. This will help
provide the foundation upon which Smart Homes, Smart Cities and Smart
Towns can be established where devices connected to the network will assist in
providing North Lanarkshire citizens the autonomy to self−help and self−manage
certain aspects of their lives.

2.3.2 Through the communications infrastructure organisation Openreach (a
functional division of British Telecom), a fibre network can be deployed into new
housing developments free of charge for developments of over 30 (a charge is
applicable for sites with 30 homes or less). This assists in providing the access
for ultrafast broadband for residents and helps to create a modern
communications infrastructure across North Lanarkshire. All current and future
sites will have the fibre network installed, with the council bearing the cost for
sites of 31 units or less.

2.3.3 It is therefore crucial that the specification for the council's new build homes
incorporates the required elements to assist in facilitating the technology that
will help to deliver more effective services to North Lanarkshire citizens, for
example, care in the home, remote control of home heating and home security
to name only a few. This will be progressed in conjunction with the Digital NIL



programme utilising market research and linking into the relevant industry
experts.

2.4 Promote self−service and self−help opportunities required for the new Housing
Management model including the mobilisation of staff to improve productivity
through remote working and scheduling activity

2.4.1 Realising the ambitions of the NL Homes Delivery Plan combined with
delivering services aligned to the council's business plan represents a
significant challenge to the housing service. Continuing to meet the needs of
our service users and communities while targeting support to reach the most
vulnerable of individuals whilst ensuring more efficient ways of working to
reduce costs and improve workforce productivity are all key factors in this
challenge.

2.4.2 There is a clear need to improve the use of technology and promote moreself−service
and self−help functions for service users via more automated functions

and also to provide more innovative solutions to mobilise staff and improve
productivity.

2.4.3 Many of these areas link directly to the councils Digital NL programme in terms
of reimagining the way in which customers interact with the council and also
more mobile and flexible working for staff to enable the council to meet the
needs of its citizens.

2.5 Next phase management model for repairs

2.5.1 A number of next stage requirements have been detailed to progress the
repairs management model to continue to enhance the productivity and
efficiency of the service following the successful implementation of the dynamic
scheduling technology for routine repairs appointments in 2015.

2.5.2 The main areas identified for progression are listed below:

• Self−service online repairs reporting and appointing
• Enhanced confirmation communications for tenants ahead of scheduled

appointments to assist in further reducing no access events
• Online payment facility for repairs related works (for example

rechargeable repairs)
• Customer portal to allow customers to access and update relevant

information, for example view when their home is scheduled for planned
or capital works, access relevant certification relating to the property,
and;

• Expansion of the dynamic scheduling technology principles into other
repair types

2.5.3 Similar to 2.4.3 above, many of these areas link directly to the councils Digital
NL programme.

2.6 Next steps

2.6.1 The Service will continue to work closely in conjunction with colleagues within
Infrastructure to ensure progression of the vision of a digital North Lanarkshire
via the Digital NL programme.



2.6.2 A further update on Digital Transformation within EHR will be detailed at a
future committee.

3. Implications

3.1 Financial Impact
Any financial impact will be detailed within future reports.

3.2 HR/Policy/Legislative Impact
Any policy, legal or legislative impact will be detailed within future reports.

3.3 Environmental Impact
Any environmental impacts will be detailed within future reports.

3.4 Risk Impact
Any significant risks will be detailed within future reports.

4. Measures of success

4.1 The success of Digital Transformation within EHR will be measured through
more business being located within North Lanarkshire, growing the local
economy and an improvement in the citizen's experience in interacting with
EHR services.

4.2 The technology will also deliver benefits in Housing and Health.

Des Murray
Assistant Chief Executive, Enterprise and Housing Resources


