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Executive Summary 

This report provides the Transformation Sub Committee with:  

- An update on the Digitising Council Services (DigitalNL) transformation 

programme (from 05 September 2018). 

 

 

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 milestones to date 

(3) Note the requirement for dedicated external procurement resource 

 

Supporting Documents 

Council business      
plan to 2020 

This programme of work, that impacts across all Services, 
contributes in various ways to three council priorities which 
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. 

  

Appendix A Overarching Detailed Design Principles 

Appendix B Customer Profiles and Segmentation 

  

  

 

 

 

 

 

  



1. Background 

1.1 The DigitalNL Outline Business Case was approved in principle by the 

Transformation Sub-Committee on 18 October 2017. Since approval, further 

work has been undertaken on the DigitalNL Detailed Design Stage from which 

a Full Business Case and associated documents will be delivered. 

1.2  The reason for undertaking the Detailed Design Stage is to better understand the 

investment required to deliver on the ambitious Digital Vision of North Lanarkshire 

Council. It is also to ensure that the outcomes of the DigitalNL programme will 

contribute to the council’s vision to make North Lanarkshire a place where people 

want to live, learn, work, visit and invest. 

In order to achieve these outcomes in what is a challenging financial environment 

with reducing budgets, it is necessary to explore new and modern ways to deliver 

services and harness new innovative emerging technologies over the next 4 to 6 

years. NLC needs to have a new Council business strategy and model for a digital 

age and cannot stand still.  

1.3 This report provides an update on progress made to date since the last report to 

Transformation Sub-Committee on the 5th September 2018. 

  

 

2. Report 

Programme Update 

Programme Mobilisation 

2.1 The programme has now completed the Programme Mobilisation phase of the 
Detailed Design Stage with activities covering; programme organisation, 
governance, resourcing, mobilisation of the team, programme initiation, 
programme planning,  procurement of an experienced specialist external Digital 
Business Partner and identification/progression of any ‘accelerated change’ for 
early benefits. 

 
2.2 As reported previously, governance has been established with board members 

from across the Council at Chief Executive to Head of Service Level to ensure 
council wide engagement with the appropriate accountability level for the 
complexity and scale of this transformation programme. 

  

2.3 The Digital Business Partner (PwC) is now fully integrated within the DigitalNL 

Team on the Detailed Design Stage project tasks which are to be completed by 
December 2018. 

 
2.4 Independent programme assurance is being provided by the council’s Internal 

Audit function. Now that the Programme Mobilisation is complete and signed off 

by the DigitalNL Delivery Board, a programme assurance audit is underway 

focused on ‘programme governance’, and should provide independent assurance 
that there is adequate programme governance provision, at the right level, in 



place for this transformation programme. The outcome of the programme 
governance audit will be subject to a report to the Audit & Scrutiny Panel in 
November 2018. 
 
 
Service Design / Stakeholder Engagement 

 
2.5 It is recognised that communications and engagement is a significant element of 

this programme. A Stakeholder Engagement Matrix has been developed to 
record all stakeholder activities which will complement the programme’s 
Communications and Stakeholder Strategies. 

 
2.6  Stakeholder engagement for the Detailed Design Stage started with a cross-

council mobilisation launch event held for the Chief Executive, ACEs, Heads of 
Service and other significant stakeholders e.g. the ICT management team, on the 
23rd August 2018 at Strathclyde Park.  

 
 This session provided the opportunity for Robert Steenson (SRO), and the 

DigitalNL Team, to restate the programme intent and ambition involved in the 

delivery of the Digital Vision for North Lanarkshire. All attendees were asked to 
sign a pledge that they were committed to support and contribute to the success 

of the DigitalNL transformation programme. 

 
2.7 As part of the project initiation a set of overarching Design Principles were agreed 

and approved by the DigitalNL Delivery Board. (see Appendix A) 

 
2.8 The approach to Service Design has been three-fold covering council wide 

engagement with the maximum opportunity for Service engagement.  
 

By November 2018 the following three iterations of Service Design Workshops 
will have been completed: 
- 1st Round – Head of Service Workshops (18 in total) 
- 2nd Round – Service Manager Workshops (21 in total) 
- 3rd Round – Cross-Cutting Themed Workshops / Follow-Ups (10 in total) 

 
2.9 Workshops ranged from small groups of 3 people to large scale groups of around 

30 with a great level of interest, knowledge and ideas being shared. A list of 
opportunities have been recorded throughout the workshop process. 

 
This council-wide Service input will be invaluable to the Service Design Blueprint 
of the Detailed Design Stage.  

 
2.10 Planning is also in process for further engagement in November 2018 through an 

innovation session with S4-S6 pupils – our ‘Digital Natives’ in North Lanarkshire, 
developing our digital skills and opportunities for the future. 

 

2.11 Awareness of the DigitalNL transformation programme will also be provided at 

the Tenant’s forums in November 2018 chaired by the Chief Executive. 
 
2.12 From the service design workshops Customer Profiles & Segmentation have 

been developed. These profiles bring to life some of the challenges faced by the 
people within North Lanarkshire Council (see Appendix B). 

 



2.13 Work is underway to collate and digest all of the information, data and volumetrics 
provided by the Services to produce a cohesive Service Design Blueprint for the 
future of North Lanarkshire Council. 

 
 

Solution Design 

 

2.14 The DigitalNL programme team have also been reviewing the technology 

aspects of the DigitalNL transformation programme. Technology, and its use, 

is a fundamental enabler to the business transformation of the Council. 

 

2.15 The DigitalNL technical team has undertaken an ‘as is’ assessment, compiling 

a catalogue of the major line of business applications to understand the current 

technology landscape across the Council using information provided by both the 

Services and ICT. This included 24 Service system review sessions. The purpose 

of this catalogue is to understand where issues and opportunities may exist with 

some of the line of business systems. 

 

2.16 The Digital Business Partner is currently undertaking a Cloud Readiness 

Assessment, to understand the council’s ability to successfully adopt cloud 

technology. This will help NLC to get the most value and benefit through migrating 

from hosted applications to cloud applications. 

 

2.17 Meetings have been undertaken with major system vendors offering the latest 

Digital solutions e.g. Microsoft, Google, Amazon, Salesforce. Innovation demos 

will take place in November 2018 showing the ‘art of the possible’ on what is 

currently available, and what each vendor is delivering in future. This is market 

testing prior to any procurement activity. 

 

2.18 Work has started on a Digital and ICT Strategy (2019 – 2024) with a first draft due 

for completion by early November 2018. This draft will be subject to a consultation 

process throughout November/December 2018 prior to being presented to the 

DigitalNL Delivery Board for approval in December 2018. 

 

 

 Digital Economy 

 

2.19 Meetings have taken place with the major 5G broadband vendors e.g. BT, Virgin, 

Cityfibre, etc where we ascertained what their roadmap is for the expansion of 

fibre within the boundary of North Lanarkshire particularly to our less populated 

and more rural areas. These meetings also let them know of the challenges 

facing North Lanarkshire and what our ambitions and plans are to become a 

digital council. These discussions are market testing prior to any subsequent 

procurement exercises. 

2.20 Planning has begun to shape the work on what will become a North Lanarkshire 

Digital Economy and Place Ambitions Report to be completed by December 

2018. 

2.21 Research is underway and a workshop has been arranged to explore current 

thinking and ideas: 



- On how NLC can play an important part in improving the the digital economy 
in North Lanarkshire, particularly how digital technologies can positively 
impact on the North Lanarkshire’s economy and transform both business 
practices and society. 

- To detail how policies and regulations, business and human skills can be 
transformed to keep up with the quickening pace of digital transformation in 
both North Lanarkshire, Scotland and beyond. 

- To detail the current state of the digital economy in North Lanarkshire, 
considering issues such as those related to digital flows; e-commerce, 
financial technology, the role of education, skills (gaps), infrastructure (5G), 
the housing specification; innovation on digital economy; the impact of 
Industry 4.0 Technology (including Data Augmented Reality and Artificial 
Intelligence) and Automation; and implication of digital transformation on 
North Lanarkshire’s economic landscape. 

- To ensure ‘how the Council can promote and maximise potential 
opportunities for North Lanarkshire’ is fully explored. 

- To inform on where and when potential investment opportunities could 

maximise economic growth in North Lanarkshire. 

2.22 The Scottish Government are visiting local authorities in Scotland to provide an 

update on their (DSSB) Digital Scotland Superfast Broadband and (R100) 

Reaching 100% programmes. The publically stated Scottish Government aim is 

to achieve 100% superfast coverage to residential and business premises across 

Scotland via R100 by the end of 2021.  

DigitalNL has a slot at Scottish Government’s next update briefing to North 

Lanarkshire councillors on the 19th November 2018. This will set the scene and 

context for DigitalNL and what the council is planning. 

 

Procurement Strategy  

2.23 Work is in progress on a procurement strategy for a System Integrator(s) to assist 
North Lanarkshire Council with the implementation and delivery stage of the 
programme. 
 

2.24 Given the scale, scope and complexity of the DigitalNL technical programme, 

it has been assessed that dedicated external procurement resource is required. 

2.25 The need for dedicated external procurement services was discussed and 

approved by the DigitalNL Delivery Board on the 29th October 2018.  

 
2.26 This will mean that the procurement activities can begin in November 2018, 

maintaining momentum on the programme, rather than introduce a time delay 
between completion of the Detailed Design Stage outputs and the investment 
approval in January 2019. This will allow the team to look at the foundation digital 
platform procurements for the future state Digital ICT architecture on which all 
digital business solutions will be built. 
 
 
Accelerated Change 

2.25 Outputs from the Service Design workshops are currently being assessed to 

identify accelerated change opportunities.  



 

2.26 The criteria for accelerated change includes high volume, high transactional 

activity that would benefit from a streamlined on-line service. An example of this 

is the current work being undertaken in streamlining and automating the 

processing of Free School Meals and School Clothing Grants. Moving to an 

auto-award process significantly reduces processing time and has the potential 

to increase the uptake of these entitlements. 

 
Communications 
 

2.27 Communications and engagement efforts have predominately focussed on 

raising awareness of the DigitalNL programme internally with various 

milestones achieved in recent months. 

 

2.28 Working alongside the corporate graphics team, the DigitalNL identity has 

been established and is used across all communications, including presence on 

Connect.  Around 400 posters have been distributed across council premises 

and a dedicated DigitalNL inbox has been set-up to allow easy 

correspondence between staff and the DigitalNL team. 

 

2.29 An introductory video, featuring staff, was published to all staff in September 

2018 and has been successful in terms of generating interest. Along with 

reinforcing the wider vision, this short video also highlights how digital tools are 

already making a difference to how staff work and services are delivered. 

 

2.30 This video formed a core part of a presentation during the Housing and 

Enterprise Roadshows. The events provided information face-to-face and 

addressed initial questions about what is planned. Over a four-week period the 

DigitalNL message was shared with over 1200 members of staff. 

 

2.31 To help reach remote workers, and those with limited digital abilities, a Digital 

Transformers strategy was developed to help establish a network of support 

across all service areas. Internal communication channels are being used to 

encourage involvement and a formal welcome and information sharing event is 

scheduled to take place on 20 November 2018. 

 

2.32 Through a series of meetings, a stronger working relationship has been formed 

with the community group, Digital North Lanarkshire. A collaborative approach 

has been agreed and both teams will attend each other’s governance group to 

provide joined-up methods to tackling digital inclusion.  

 

2.33 In a move towards raising external awareness and gaining an understanding 

about what North Lanarkshire residents expect from digital services, 

representatives from the DigitalNL team will attend the Tenant Participation 

events taking place in November 2018. 

 
 
Detailed Design Stage Milestones 
 



2.34 The following table highlights high-level milestones within the Detailed Design 

Stage along with the current status: 

 
 
 
 

  

 

 

 
  

 
3. Equality and Diversity 
 
3.1 Fairer Scotland 
  

No update 
   
3.2 Equality Impact Assessment 
  

Milestone Planned 
Completion Date 

Status 

CMT / Transformation Sub-Committee – 
Approval of Outline Business Case 

October 2017 Complete 

Transformation Sub-Committee - 
Approval to progress with procurement of 
a Digital Business Partner 

24 January 2018 Complete 

Publication of OJEU Notice 26 January 2018 Complete 
Evaluation Outcome 20 April 2018 Complete 
P&R Committee – Approval to award 7 June 2018 Complete 
Contract Award Letter 8 June 2018 Complete 
Contract Signature Date 17 July 2018 Complete 
Commencement of Digital Business 
Partner 

17 July 2018 Complete 

Commencement of Detailed Design 
Stage 

18 July 2018 Complete 

Completion of Detailed Design Stage 
Deliverables including: 

- Service Design Blueprint 
- Solution Design Blueprint  
- Full Business Case 
- Benefits Profiles/realisation 

Strategy 
- Costed Workpackage breakdown 

for initial year implementation 
- Implementation Plan 

December 2018 
(6months) 

Ongoing 

Transformation Sub-Committee (Special) 
- Approval of Detailed Design 

Blueprint 
- Approval of Full Business Case 
- Approval of Workpackage 

breakdown 
- Approval to proceed to Initial Year 

Implementation 

January 2019 Planned 

Commencement of Implementation 
Programme (Year 1) 

January 2019 Planned 



No update  
 
 

 

 
4 Implications 

4.1 Financial Impact 

4.1.1 Early start of the procurement activities will begin in the Detailed Design Stage 
with the release of additional funds to be agreed with Head of Financial Solutions 
and met from the Change Management Fund.  

 
 
4.2 HR/Policy/Legislative Impact 

 No update 

 

4.3 Environmental Impact 

 No update. 

 

4.4 Risk Impact 
  
 There are no additional significant risks identified within this update report. 
 

 A full Risk & Issues Log (RAIDE Log) is maintained for the DigitalNL 

Transformation Programme. 
  

  

 
5. Measures of success 
 
5.1 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 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. 

5.2 Anticipated benefits from a new 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. 

- Fully connected digital delivery of transactional activities of the Council 

- 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 

5.3  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 fully connected 

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 DigitalNL Delivery Board 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 

  

 
 

 

 

 

Brian Cook 

Head of Business Solutions



 

Appendix A - DigitalNL - Overarching Principles for Detailed Design 

Stage 

The following overarching principles will be used throughout the Detailed Design Stage to guide 

the development of service and solution design, align thinking with the strategic Digital Vision and 

gain consensus of stakeholders in building the design. 

1) Services will be designed based on a genuine understanding of the purpose of, demand 

for, and ability to deliver that service 

2) Services will be designed with customers in mind - internal or external – to create value 

for users and customers  

3) Services will be designed to be as efficient, standardised and consolidated as possible 

4) Services will be designed digitally first for the majority, with traditional channels 

considered on an exceptions basis 

5) Services will be designed in collaboration with all relevant stakeholders (both external and 

internal) 

6) Services will be designed to promote self-service, provide end-to-end automation and 

simplify processes consistently across the organisation  

7) Services will be designed to maximise high-value activity and minimise transactional 

activities for Council staff and partners 

8) Technology will be provided to transform, simplify and standardise the way the 

organisation operates 

9) Technology will be provided by world class cloud based solutions to deliver shared 

platforms and accelerate business transformation 

10) Technology solutions will be used to enable services rather than be the driver of services 

11) Technology solutions will be pulled into service design rather than pushed into it  

12) Technology design will be flexible enough and agile enough to allow fast modification in 

the face of changing customer requirements 

 



Appendix B – Customer Profiles and Segmentation 

 

 



Customer 
Segmentation & 
Profiles

Introducing our residents, the North Lanarkshire 
family tree, customer channel preferences and 
resident profiles



Our Residents
North Lanarkshire is Scotland’s third largest economy and fourth largest council - with a population in excess of 340,000. This 
population is a diverse group with varying needs and requirements from council services.

The pie chart indicates the range of household types within North Lanarkshire - this has been collated from a variety of data 
sources with the primary resource being Mosaic Scotland. The seven of the top classifications cover approximately 70% of 
North Lanarkshire’s households and are outlined below. 

Vintage Value
Older residents with limited 
financial resources, some will 
need high levels of support

Others
Eight groups ranging in income and age 
but typically rural with some level of 
council support required 

Domestic Success
Middle class families; seniors with 
homes near good schools, low 
need for council services

Modest Traditions
Older people leading modest 
lives; many are independent with 
limited need for council services

Municipal Challenge
Families and singles living 
complex lives with a high 
dependency on council services Family Basics

Younger families with 
limited income and 
relatively high level of 
reliance on council 
services

Transient Renters
Long term renters with a 
moderate to high dependency on 
council services

14%

13%

12%

9%

13.5%

7.7%

What is Mosaic?

Mosaic is a 
segmentation product 
by Experian.

Mosaic Scotland is the 
version that uses only 
Scottish data for 
household profiles. It 
helps to describe and 
understand living 
characteristics relevant 
to Scotland such as 
tenements, social 
housing, welfare, and 
former council 
properties and rural 
isolation.

Aspiring Homemakers 
Younger households 
settling down in housing 
priced within their means

6.6%



The North Lanarkshire Family Tree
In order to bring the top six classifications to life, detailed personas have been developed to describe the characteristics of
these groups, so that they can be used as anchoring points to guide the design of North Lanarkshire’s digital public services.
Alongside suggesting a typical age, location and lifestyle overview for each persona, they also highlight what the residents
may exhibit in terms of Digital Ability, Digital Needs and Digital Expectations of council services.  

Janet Stewart uses 
digital tools but is 
confused - unless her 
son is there to help

Stephen Brown 
struggles with 
technology, it just 
doesn’t make sense

Gemma Clark uses 
technology to stay 
social and to entertain 
her children 

Aleksandr Nowak is a 
digital native but 
doesn’t premium 
technology access

Susan Wilson is 
getting comfortable 
with technology as she 
uses it at work

Bhavesh Patel is a 
family man with an 
active interest in digital 
technology

Lauren Reid uses 
technology every day 
to run her business 
and social life



Customer Channel Usage
Digital 

Appetite

What are our customers’ preferences?

Transient Renters 
13.5%

Low Low Medium High

Municipal Challenge 
10.9%

High Medium Low Low

Domestic Success 
7.7%

Low Medium High High

Modest Traditions
12.2%

Medium High Medium Medium

Family Basics 
8.2%

Low Medium High High

Vintage Value 
9.7%

Low High Low Medium

Aspiring Homemakers
6.6%

Low Low High High



Resident Profiles - Aleksandr
Aleksandr’s Lifestyle

Aleksandr lives in a high rise flat that is provided by North Lanarkshire 
Council. He isn’t in full-time employment but does some adhoc work 
to help pay the bills. He is about to apply for a licence to become an 
Uber driver. 

Aleksandr’s Digital Ability

Aleksandr has a smartphone and a budget laptop, he accesses the 
internet by tethering to his phone to take advantage of his cheap 
mobile data plan. He is proficient with technology.

What are Aleksandr’s Digital Needs?

- Aleksandr has a good standard of English but it’s not his first 
language 

- He needs to know what is going on in the community but often 
struggles to understand what is happening

- He wants a hassle-free way to interact with multiple services 

What does Aleksandr Expect?

- Support to help him access and use digital channels in a quick and     
easy way that doesn’t make him feel isolated
- A user-friendly online system with virtual support available if needed 

Aleksandr Nowak 
Age: 27 
Location: Airdrie but born in Krakow
My Digital Story: “I use my smartphone to 
watch MMA and football on YouTube. I do some 
adhoc work for local builders, I usually find out 
about this on WhatsApp which I also use to keep 
in contact with my mates back home. I use eBay 
sometimes to buy and sell stuff. I have been 
playing Fortnite in my spare time but I need some 
more cash to buy a better computer.”

Residents like Aleksandr represent up to
13.5% of North Lanarkshire households



Stephen’s Lifestyle

Stephen rents a private flat in Thorniewood and lives alone as he is 
recently divorced. He works as a security guard at a local manufacturer  
and receives some benefits to support his lower income.

Stephen’s Digital Ability

He doesn’t have a mobile phone or any other smart device and uses a 
traditional landline to phone friends and family, so is starting from the 
basics. As more services go online he risks being disadvantaged, due to 
the lack of skills and confidence as well as access and affordability.

What are Stephen’s Digital Needs?

- Help to show him how he can check benefits eligibility online – he’ll 
save money on phone calls and may even find extra support that’s 
out there for him. 

- Broadband connectivity plans that are within his financial means

What does Stephen Expect?

- Access to flexible training so that he can fit it in around his shift 
patterns and not just Monday-Friday

-   Easy-to-use online resources to refer to when he needs extra help
-   Regular updates about his benefits, Council Tax and the progress of 
enquiries and applications

Resident Profiles - Stephen

Stephen Brown
Age: 48
Location: Thorniewood
My Digital Story: "I don't get this fascination 
with technology personally, My local library put 
on a course about using the Internet - I thought 
about going but was on shift.’”

Residents like Stephen represent up to  
10.9% of North Lanarkshire households



Bhavesh’s Lifestyle

Bhavesh lives in a new build house which he bought in the late 1990’s. 
He is in full-time employment working as a Contact Centre Manager 
with the council and balances this with the demands of being married 
with two children, who are 13 and 9. 

Bhavesh’s Digital Ability

Bhavesh is a self-confessed technophile; he has the latest Samsung 
phone, tablet and home desktop and has connected devices in his 
home.

What are Bhavesh’s Digital Needs?

- Quick and easy access to council services that matter to him, any 
time and from any device
- Used to being proactively engaged by other organisations he 
interacts with and needs the council to be more proactive in informing 
him of any changes or updates that impact him. 

What does Bhavesh Expect?

- Fast and secure access to as many online services as possible – a key 
concern is data security

Resident Profiles - Bhavesh

Bhavesh Patel
Age: 42
Location: Coatbridge
My Digital Story: “I have a bit of a thing for 
technology, it is important to me to get a new 
phone every year and I like to show it off. I 
download a lot of apps and use my device to 
stream music to my car stereo when I am driving 
to work. The kids have tablets and it is a battle to 
stay ahead of them and keep them safe online.”

Residents like Bhavesh represent up to
7.7% of North Lanarkshire households



Susan’s Lifestyle

Susan lives in a semi-detached house with her husband, which they 
have owned for 20 years. She works for the council as a Home 
Support Worker and is looking to retire in the next few years. Susan 
and her husband have a 27 year old son who lives elsewhere. 

Susan’s Digital Ability

Susan has started using mobile technology as part of her job. This was 
a struggle at the start, but she now feels quite confident after getting 
some upfront training and using it every day.

What are Susan’s Digital Needs

- Easy to navigate online experiences
- Ongoing support and encouragement to keep using digital services

What does Susan Expect?

- Alerts when it’s time to renew a licence or pay a bill
- To be kept updated on the progress of applications, so that she 
doesn’t have to keep chasing the council 

Resident Profiles - Susan

Susan Wilson
Age: 59
Location: Kildrum
My Digital Story: “My husband looks after the 
technology in the house, he pretends to 
understand it but doesn't. I just got a tablet for 
my job, I like iPlayer as I can watch Strictly on it. I 
use my iPhone a bit but don't really understand 
all the apps, but I do like using Facebook to see 
what my son and his girlfriend are up to -  
especially when they’ve been on their holidays.”

Residents like Susan represent up to
12.2% of North Lanarkshire households



Resident Profiles - Gemma

Gemma Clarke
Age: 36
Location: Always lived in Motherwell
My Digital Story: "Mum pays for my Netflix 
subscription and it is a lifesaver, the kids can 
watch Peppa Pig and Ben 10 and I can get on 
with things that need to be done around the 
house. I like Instagram as I can see pics of celebs 
getting into trouble and WhatsApp is great for 
gossiping with my friends."

Residents like Gemma represent up to
8.2% of North Lanarkshire households

Gemma’s Lifestyle

Gemma lives in a terraced house provided by the council. She would 
like to go back to College but is currently unemployed - she lives with 
three young children and her boyfriend and spends her time running 
around after them all.

Gemma’s Digital Ability

Gemma isn’t really interested in the latest technology gadgets but 
couldn’t imagine her life without the internet. She doesn’t have a 
computer at home but does have a smartphone and the children use 
low cost tablets which are linked up to an ADSL connection. 

What are Gemma’s Digital Needs

- Aware and informed about the services that are available to her and 
her children
- Regular online updates and information about her benefits
- Guidance and support when completing complex applications online 

What does Gemma Expect?

- Thanks to online options, she doesn’t have to attend face-to-face 
meetings and appointments as it’s challenging with three young 
children
- Kept informed about benefits/other enquiries and alerts about 
community activities and support groups



Resident Profiles - Janet
Janet’s Lifestyle

Janet is a retired dinner lady who lives in a new build flat in her 
hometown of Cumbernauld. Janet moved into her home - which is 
provided by the council - five years ago when her husband passed 
away. Her grown up children all live away, she spends her time 
watching television, visiting the shops and Skyping her children.

Janet’s Digital Ability

Janet has a traditional phone which she uses to send texts but prefers to 
take calls on her landline. She doesn’t have or want a computer but has 
a tablet on a basic connection and sometimes struggles to use it.

What are Janet’s Digital Needs?

- Support to get her interacting online with the council – at home help 
or advice and learning through a local community centre would 
make her feel more at ease.

What does Janet Expect?

- Help to become more digitally savvy 
- That her children can help her even though they live far away (e.g. 

with long application forms)
- To be able to speak to someone about her requests when she can’t 

do it online and for them to assist her in doing it herself 

Residents like Janet represent up to
9.7% of North Lanarkshire households

Janet Stewart 
Age: 75
Location: Cumbernauld 
My Digital Story: "My son Darren bought me 
an iPad, now I can use Skype to see what my 
grandchildren are up to in London. When it goes 
wrong or needs updating I have to phone him for 
help. I am increasingly worried about being 
scammed and someone stealing my money."



Resident Profiles - Lauren
Lauren’s Lifestyle

Lauren is self-employed. She owns and runs a café in North 
Cumbernauld, which she has recently set-up. She lives alone in a 
private rental in a new development of flats in Shotts.

Lauren’s Digital Ability

Lauren has grown up with technology and couldn’t live without it. She 
runs her business with a laptop and smartphone, from taking 
contactless payments to managing her social media feeds.

What are Lauren’s Digital Needs?

- Quick and easy access to services relevant to her business at any 
time and from any device 

- Multiple secure log-ins to give staff access to the business account 
and information.   

What does Lauren Expect?

- Online reminders when it is time to renew documentation or pay a 
bill

- Regular updates on the progress of applications so that she doesn’t 
need to keep chasing the council

- An easy to navigate online portal to make payments and book 
appointments

- To be instantly informed of any changes that may impact how she 
works 

Residents like Lauren represent up to
6.6% of North Lanarkshire households

Lauren Reid 
Age: 24
Location: Shotts
My Digital Story: 
"My business and personal life are pretty much as 
digital as they can be. I want my business to keep 
growing, so being able to focus on my customers 
is key. My interactions with most organisations is 
a seamless experience these days - if I can 
manage all my business accounts online, why 
can’t I interact with the council in the same way?"
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