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Members of the 
Transformation Sub-Committee 

Notice is given that a Meeting of the TRANSFORMATION SUB-COMMITTEE  is to be held within the 
Civic Centre, Motherwell  on Wednesday, 14 November 2018 at 2:00 pm which you are requested to 
attend. 
 
The agenda of business is attached. 

  

 Members : Councillors: J Ashraf, A Beveridge, D Cullen, S Farooq, T Fisher, F Fotheringham, 

J Jones, K Larson, M McCulloch, T Morgan. 

 

Head of Business for Legal and Democratic Solutions 
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 AGENDA

(1) Declarations of Interest in terms of the Ethical Standards in Public Life Etc. (Scotland) Act
2000

(2) Review of Financial Inclusion Service (page 5 - 16)
Submit report by the Head of Regulatory Services and Waste Solutions providing the outcome
of a review of the Financial Inclusion Service (copy herewith)

(3) Review of Road Safety Service (page 17 - 38)
Submit report by the Assistant Chief Executive (Infrastructure) on the review of the Safe and
Sustainable Travel Team structure and providing additional information on how savings could
be achieved by targeting the services provided to specific groups (copy herewith)

(4) Asset Management - Implementing The Strategy (page 39 - 54)
Submit report by the Head of Asset and Procurement Solutions providing an update on Asset
Transformation  activities  that  have  taken  place  since  the  previous  report  to  this  Sub-
Committee in January 2018 (copy herewith)

(5) Digital Transformation Programme Update (page 55 - 76)
Submit report by Executive Director (Enterprise and Communities) providing an update on the
Digitising Council Services (DigitalNL) transformation programme (from 05 September 2018)
(copy herewith)
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North Lanarkshire Council 

Report 

Transformation Committee  

  

 approval  noting Ref JC/AM Date 14/11/18 

 
 

Review of Financial Inclusion Service 
 
 

From  Andrew McPherson Head of Regulatory Services and Waste Solutions 

Email  mcpherson@northlan.gov.uk Telephone 01236 638575 

 

 

 

Executive Summary 
 

Following the 2018/19 Budget exercise, it was recommended by elected members that a 

review of the Financial Inclusion Service (FIS) be undertaken. The report provides an 

outcome from this review and is done against a background to the impending roll out of 

Universal Credit (Full Service) and other welfare reform challenges that residents and the 

Council will face over the next 5 years.  

The Core Corporate Management Team approved the recommendations of the report on 

21st August 2018. 
 

 

Recommendations 
It is recommended that Committee: 

• Note the decision to make all temporary posts included within the report permanent 
and the provision of the necessary IT support. 

• Note the proposal on how the FIS will enhance service delivery in partnership with 
Health and Social Care. 

 
 

 

 
Supporting Documents 
 
Council business      

plan to 2020 

 

 

 

 

 

Appendix 1-4                   

The Financial Inclusion Service contributes to a number of the 

Council’s priority outcomes. Through the provision of advice and 

information they assist in improving outcomes for households that 

experience economic disadvantage. There are clear and well 

documented links between health, poverty and income maximisation 

also assists in improving the health and care of our communities. 

Through the review of information and advice services, the Financial 

Inclusion Team will be improving the council’s resource base by 

working in a more collaborative manner with the third sector. 

Impact of Universal Credit on Local Authorities 

AGENDA ITEM 2

Page 5 of 76



1. Background 
 
1.1 The previous Welfare Rights and Money/Debt Advice services merged in April 2017 

to allow the creation of the new Financial Inclusion Service (FIS) at the same time 

providing an overall efficiency saving of £73,000. This team is located under the 

Regulatory Services and Waste Solutions service within Infrastructure. 

1.2 The team is co-located within Health and Social Care settings and they use Council 
and Health and Social care venues to deliver the service for both partners. This 
allows all six localities of North Lanarkshire to have an internal service within their 
area to allow convenient access for all residents. 

1.3 Whilst there have been many changes to the welfare system since 2011, the planned 

welfare reforms have not been completely embedded into the benefit system 

therefore residents and the Council will continue to be impacted by the welfare reform 

changes and the demand in relation to assistance with migration to other benefits 

1.4 A Scottish Government statutory report on the impact of the welfare reform changes 

was submitted to the Scottish Parliament and based on the latest forecasts, it is 

expected that the UK Government annual social security spend in Scotland will 

reduce by £3.9 billion by 2022/23.  

1.5 Many of the harshest cuts are still to come and local authority level analysis suggests 
that West Dunbartonshire, North Ayrshire, Dundee, Inverclyde and North Lanarkshire 
will see the most significant falls in welfare spending by 2022/23 relative to their 
working-age population size. 

1.6 The Financial Inclusion Service currently has a staffing compliment of 42.14FTE’s. Of 
this 15.5 FTE’s are temporary and details are provided below:  

 
Post Grade FTE Cost 

Welfare Rights Officer NLC9 8.5 £336,371 

Income Maximiser NLC7 2 £63,198 

Income Maximiser NLC5 4 £103,016 

Admin Officer NLC7 1.0 £31,599 

Total Cost   £534.184 
 

All staff have been pivotal in generating additional benefit income for the residents of 
North Lanarkshire as detailed at 1.8 below. 

1.7 Funding for the temporary posts is provided from North Lanarkshire Health and 
Social Care, Enterprise and Housing Services, NHS Lanarkshire and Macmillan 
Cancer Support. This funding is only temporary for periods of between 6 to 12 
months and should this funding cease the result would be a significant impact on 
service delivery.  

1.8 The Financial Inclusion Service is accredited to Type III in all areas of welfare law 

under the Scottish National Standards for Advice and Information Providers and have 

generated £192.6 million (£35.6m in 2017/18) in benefit income for the residents of 

North Lanarkshire since the introduction of the current Welfare Reform programme in 

2011.  The team have also been central to the North Lanarkshire Partnership 

response to welfare reform. Key activity has included: 
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• Completing over 136,674 benefits checks for residents of North Lanarkshire 
since 2012. 

 

• Providing representation at 12,532 Social Security Appeal Tribunals with a 
success rate of 67% against a national average of 64%. 

 

• Delivering training to over 6,000 Council, NHSL, Police Scotland, SFRS and 
third sector staff in both welfare reform and benefits. 

 

• For every £1 invested by the Council in income maximisation during 2017/18, 
£32.90 was generated for residents and the local economy. 

 

 
 

 

 
 
2. Report 
 
2.1 The impact of welfare reform on North Lanarkshire over the coming years should not 

be underestimated. In terms of the residents that will be affected, the detail below 

provides an overall summary using information provided by the Department of Work 

and Pensions (DWP): 

• Over 26,000 residents are in receipt of Employment and Support Allowance 

(ESA), Income Support (IS) and Job Seekers Allowance (JSA) all of whom will 

be migrated over to Universal Credit (UC) from July 2019 to 2023. 

• 16,496 Council housing tenants in receipt of Housing Benefit will be migrated 

to UC from 2019 to 2023. 

• DWP information shows that 15,488 residents are in receipt of Personal 

Independence Payments (PIP), however it also shows that 16,822 residents 

are still in receipt of Disability Living Allowance (DLA) and have still to be 

migrated to PIP over the next two years with at least 20% of claimants 

projected to lose their current award (3,364). 

• DWP information shows that there are 10,761 carers in receipt of Carers 

Allowance (CA), with 6,196 in payments and the rest having an underlying 

entitlement, the migration of DLA to PIP has the potential to adversely impact 

on these Carers. 

• At December 2017, 23,200 North Lanarkshire residents were in receipt of 

working tax/child credits. These residents will be migrated to UC full service 

over the next five years and are expected to fully comply with the UC rules as 

someone not in employment. This means that they could be sanctioned and 

lose their UC payments if they fail to follow their Claimant Commitment. 

2.2 Whilst it is problematic to be absolutely accurate based on DWP information and data 

with regards to Working Tax Credit from HMRC, it is likely that the minimum number 

of residents who will migrate from their current benefits to UC from July 2019 to 2023, 

will be 49,200. Therefore based on all of the above data, nearly 77,000 residents will 

be impacted by Universal Credit and/or other welfare reform changes over the next 5 

years with the majority being Council tenants in receipt of Housing benefit/Council 

Tax Reduction Scheme and/or users of IJB Services.  
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2.3 The Council and the Integrated Joint Board (IJB) have ensured that the FIS continues 
to deliver the strategic goals and outcomes sought by each partner. This is achieved 
through a close working relationship between the Council and IJB which has agreed 
the management, governance, operational (delivery) and strategic goals of the FIS.  

 
2.4 The main thrust of all welfare rights work is the maximisation of income for 

individuals, for the Council and for the community as a whole. Given the poverty 
indicators within North Lanarkshire, it is important that the Council mobilises its 
resources to tackle poverty amongst service users and in the wider community. 

 
2.5 The IJB are currently reviewing their services and one of the areas being reviewed is 

the First Point of Contact which aims to make access to advice, support and services 
consistent and much simpler. 

 
2.6 In recognising the challenges the Council and IJB face financially over the next few 

years and to ensure that the Council and IJB continue to look outwardly and inwardly 
in the provision of advice and to continue to provide quality advice and information to 
residents, it is proposed that the FIS in the short term will provide the outward service 
on behalf of the Council and IJB for advice and information on benefits by assuming 
responsibility of the current diary for advice and information on benefits. In doing so, 
this will free up social work staff who currently provide this service. The quality of 
advice and information for benefit purpose will improve significantly which will ensure 
a faster, seamless and smoother transition for the Council and IJB users. 

 
2.7 Going forward, the FIS will take part in the Health and Social Care Review of First 

Point of Contact which will look to residents using the ‘Making Life Easier’ website. 
The purpose of this will be to encourage residents to undertake self-assessment/help 
which in turn will reduce costs expended by the Council on such issues over time. 

 
2.8 This will result in additional income for the individual/family via income maximisation 

of welfare benefits and the IJB income will be protected and maximised e.g. through 
income from Non Residential and Residential Charges (Client Contributions) and 
Kinship Care. Failure to maximise user’s income can result in potential loss to the 
IJB. For example, under the Non Residential Services, due to delays in processing 
there is a potential loss of income of £176,000 per year and there is also the potential 
losses from Residential Care and additional costs for the IJB under Kinship Care. 

 
2.9 Due to the ever changing welfare reforms it will be crucial that the IJB continue with 

their current role in maximising income for their service users. Therefore, it is 
proposed that the FIS continue to provide inward support, training and guidance to 
IJB staff in their role in delivering income maximisation to their users, and this will 
support the IJB “Achieving Integration” vision for 2018/19. 

 
2.10 North Lanarkshire Council is the largest local authority landlord in Scotland with 

approximately 36,315 houses.  In addition, the local Registered Social Landlord 
sector owns and manages approximately 8,000 properties.  It is estimated that 
around 60% of social tenants are in receipt of Housing Benefit. 

 
 
2.11 With the support of the Welfare Rights Officers, Housing Services have generated 

£51,794,112 income for their tenants in the last 7 years. This ensures that the 
tenants are able to maintain their tenancies, increasing the sustainability of tenancies 
and maximising the Council’s income. 

 
2.12 Since Universal Credit (Live Service) was introduced in March 2015 and Universal 

Credit (Full Service) rollout in April 2018 in North Lanarkshire, 1,995 council tenants 
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are now in receipt of Universal Credit with 1,696 in rent arrears. The total value of 
arrears is standing at £944,947 with the average arrears per household being 
£557.16 (30th June 2018). The total value of arrears at 30th June was £4,725,107 of 
which UC arrears equates to 20% of the overall total. All evidence from other local 
authorities who are at a later stage of the roll out of UC suggest that the level of rent 
arrears only increases, with an average increase in rent arrears of 22%. The attached 
Appendices provide details on the experience of such local authorities. Further to 
this, North Ayrshire Council have just announced that over the first 6 months of the 
roll out of UC they have seen a 26% increase in rent arears with a total of 79.1% of 
all Council tenants on UC now in arrears. 

 
2.13 The Council’s vision regarding its housebuilding programme is based upon 

increasing income from rent. From July 2019, we know that 16,496 Council tenants 
will be migrated to UC full service and a 22% rise in rent arrears amongst this group 
would have a significant impact on the rent income achieved by the Council. It is 
crucial therefore that these tenants are provided with the necessary financial support 
and as a consequence keep any potential rent arrears to a minimum.  

 
2.14 A further impact of welfare reform is the increased administration required from local 

authorities to assist residents. COSLA has estimated that there has been a 36% 
increase in administration costs for local authorities who have fully implemented all 
welfare reforms within their area. 

 
2.15 Taking into account the above, to discontinue the funding of the 15.5 temporary posts 

against this background of significant welfare reform and the potential significant 
impact it will have on the Council and its residents would leave the Council exposed 
to significant risk. It is recommended therefore that funding be made available to 
make the 15.5 posts permanent.  

 
2.16 Another significant change and challenge that will be posed with UC will be the need 

for residents to claim UC online and FIS staff will only be allowed to provide 
advocacy on behalf of a resident if they have given their consent online (or in writing 
which will have significant delays for the individual/families). 

 
2.17 It is clear that in order to continue to provide quality advice and information that FIS 

staff need to be equipped to do so. Therefore it is proposed that all FIS staff 
members be supplied with laptops. This will reflect the Council’s programme of 
Digitising Council Services allowing the FIS staff to be flexible and mobile, providing 
services in any location in the Council area and within a resident’s home. The cost of 
the new IT equipment required is approximately £60k. 

 
 
 

 

 
3. Equality and Diversity 
 
3.1 Fairer Scotland 
 
 The current role and proposed new role of the FIS, Housing Services and North 

Lanarkshire Health and Social Care Services will mitigate the impact of the welfare 
reform changes within North Lanarkshire and meets the requirements of the Fairer 
Scotland Duty by reducing inequalities caused by socioeconomic disadvantage. In 
absence of approval of the recommendations contained within this report, this could 
impact on the Council being unable to meet its statutory requirements under the 
Fairer Scotland duties. 
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3.2 Equality Impact Assessment 
 

No groups will be disadvantage or excluded by the recommendations of the report. 

Indeed approval of the recommendations is an opportunity to promote equality and 

ensure greater access to public services. 

 
 

 

 
4. Implications 
 
4.1 Financial Impact 
 
4.1.1 The cost for all the temporary post to be made permanent is £534,184. Adding the IT 

equipment £60,000, the total initial cost of the recommendations will be £594,184. 
 
4.1.2 Funding for the posts (assuming top grade for all posts) is currently delivered from 

the following services: 
 

Health and Social Care  £211,658 3.5 WRO’s/ (25%) of  6 IM/ 1 AO 

Enterprise and Housing £282,953 4 WRO’s/ (75%) of 6 IM 

Infrastructure Services  £39,573 1 WRO’s 

Total £534,184  

  
4.1.3 Discussions have taken place with representatives from all of the above Services and 

colleagues within Financial Services to discuss the impact and importance across all 
services of these posts being made permanent and the Core Corporate Management 
Team approved the recommendations on 21st August 2018. 

 
4.1.4 The funding from Infrastructure can be earmarked to permanently support the posts. 

Permanent funding for the Enterprise and Housing element will be considered by the 
Council in setting the HRA Revenue Estimates for 2019/20 in December 2018.  
Officers intend to seek permanent funding for the Health and Social Care element 
from the IJB in its 2019/20 budget. This is unlikely to be agreed until March 2019 but 
as an interim measure non-recurring funding for 2019/20 was recently approved by 
the Health and Social Care Partnership IJB in October 2018. 

 
4.1.5 The funding package for the posts will continue to me monitored, and if there are any 

amendments this will be considered through the budget setting process. 
   
4.2 HR/Policy/Legislative Impact 
  
4.2.1 HR implications are that all current temporary posts will be mainlined which are 8.5 

Welfare Rights Officers, 6 Income Maximisers and an Admin Officer. 
 
4.2.2 It should be noted that all of the 15.5 FTE’s in post have been employed for periods 

in excess of 4 years. 
  
 
4.3 Environmental Impact 
 Not applicable 
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4.4 Risk Impact 
 

There is a potential impact on the Council’s risk to the Corporate Welfare Reform 

Risk (L10) which is already a high risk, in that NLC will not able to respond to the 

challenges arising from the Welfare Reform Act 2012 both in terms of Council 

priorities and Services' activities and assisting residents of North Lanarkshire, 

principally those currently in receipt of benefits (out of work and in work) and welfare 

assistance. 

 
 

 

 
5. Measures of success 
 
5.1 The Financial Inclusion Team intends to apply for a renewal audit from the Scottish 

National Standards for Information and Advice Services late 2018. The council is 
currently recognised through this as being the main provider of Type III services in 
North Lanarkshire. Achieving this accreditation will provide assurance to our 
residents that the best possible welfare advice is being provided and that we are 
providing the appropriate support and assistance in a time of significant welfare 
change. 

 
5.2 The implementation of the recommendations will provide a standardised service to all 

residents and a sustainable, responsive and effective means of providing quality 
advice and support to our communities across North Lanarkshire.  

 
5.3 Prevent an increase in rent arrears similar to that experienced in other local 

authorities who have fully introduced Universal Credit. 
 
 
 

 

 
 

 
 
 
 
Andrew McPherson 

Head of Regulatory Services and Waste Solutions  
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North Lanarkshire Council 

Report 

Transformation Committee 
  

 approval  noting Ref … Date  14/11/2018 
 
 

Review Road Safety Service 
 
 

From  Robert Steenson, Executive Director (Enterprise & Communities) 

Email  RamsayA@northlan.gov.uk Telephone Alex Ramsay           
01236 632582 

 

 

 

Executive Summary 
 
The purpose of this report is to review the Safe and Sustainable Travel Team structure 

and to provide additional information on how savings could be achieved by targeting 

the services provided to specific groups. 

 
 

 

Recommendations 
 
It is recommended that Committee; 

1) Approve the Safe and Sustainable Travel Team reduce their involvement in 

providing teaching within the schools environment and instead focus on 

delivering events to the wider community allowing the schools to deliver the road 

safety message through their existing teaching routes. 

2) Approve the Safe and Sustainable Travel Team is reduced in size to one Officer 
and one Assistant 
 

3) Note that under the scheme of delegation the Executive Director (Enterprise & 

Communities) has delegated authority to approve the structure changes. 

 
 

 

 

Supporting Documents 
 
Council business      
plan to 2020 
 

Support all children to realise their full potential and improve 
the health and care of communities by ensuring appropriate 
road safety education is delivered within schools and the 
wider community. 

  
  
Appendix 1 Review of Current Roles 
Appendix 2  Analysis of Time Spent by Officers 
Appendix 3  Review of Other Councils 

 
 

AGENDA ITEM 3
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1. Background 
 
1.1 As part of the 18/19 budget considerations a proposals was brought forward to 

remove the road educational support provided to nurseries, schools and the wider 

community and to retain one member of staff to coordinate the dissemination of 

information and assist in facilitating road safety advice. 

 

1.2 At the council meeting 23 February 2018 the council decided to ‘reject the current 
proposals pending a comprehensive review by members following detailed 
analysis to be brought forward by management.’ 
 

  

 
2. Report 
 
2.1 The services provided by the Safe and Sustainable Travel Team have been 

identified and reviewed in Appendix 1.  Appendix 2 shows an analysis of the time 
spent by officers on various roles.  A comparison with some other local authorities 
of a similar size has been undertaken and is shown in Appendix 3. 

2.2 When researching the work undertaken by other local authorities some of them 

highlighted that they had taken a step back from engaging with schools and 

reduced the scope of their programmes resulting in or as a result of staff 

reductions. 

2.3 Appendix 1 identifies the activity being undertaken, the resources allocated to it 

throughout the year, the numbers of people engaged through the activity, the 

funding used to support the provision of materials (none of the funding sources 

will fund the Safe and Sustainable Travel Teams staff costs) and a proposal for 

future delivery. 

2.4 A review of the work undertaken by the team highlights that a significant 

proportion of their work is direct engagement with nursery and school children.   

By providing access to the appropriate materials the schools and nurseries would 

be able to deliver the road safety message through their existing teaching routes.  

Two Safe and Sustainable Travel Team staff would be retained to deliver a 

programme of engagement with the community at large events like theatrical 

engagements using plays and cycling events. 

 
 

 

 
3. Equality and Diversity 
 
3.1 Fairer Scotland 

No requirement to carry out a Fairer Scotland assessment at this stage. 
   
3.2 Equality Impact Assessment 
  An initial screening assessment has been undertaken and an equality impact 

assessment is not required. 
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4. Implications 
 
4.1 Financial Impact 

 The budget for the publicity materials and events that the team delivers are 
mainly grant funded by Cycling Walking Safer Streets, Smarter Choices Smarter 
Places, Sustrans and Road Safety Scotland access to these grant funding 
sources would remain and they would fund the restructured delivery programme.  
The Safe and Sustainable Travel team would be reduced from 3 FTE NLC10 and 
3 FTE NLC7 to 1 FTE NLC10 and 1 FTE NLC7 which would deliver a financial 
saving of £133,000. 

 
   
4.2 HR/Policy/Legislative Impact 
 Every effort will be made to manage the reduction in staff levels through 

redeployment and VRS however it is anticipated that the full saving cannot be 
implemented through this means. 

 
4.3 Environmental Impact 
 There are no environmental impacts to report. 
  
4.4 Risk Impact 
  If the schools decide not to continue with the road safety education currently 

being delivered by the Safe and Sustainable Travel Team children will be less 
aware of the dangers.   
 
Other groups such as elderly and parents will also receive less direct interactions 
with the team and their road safety awareness may be compromised.  It is 
considered that by retaining the events we will be able to continue to reach the 
elderly and parents. 

 
   

 
5. Measures of success 
 
5.1 The road safety message is still effectively communicated to the residents of 

North Lanarkshire and that road traffic casualty numbers continue to drop.  
 
   

 
 
 

Robert Steenson 

 

 

Executive Director (Enterprise & Communities) 
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Appendix 1 – Review of Current Roles 

1. Cycle Training 

1.1  Introduction 

The Safe and Sustainable Travel Team provide cycle training for children, through the Bikeability 

programme.   The Bikeability scheme is delivered in two stages: Bikeability 1 is aimed at P5/P6 children 

where children are provided with basic bike training within the schools grounds.   Bikeability 2 is aimed at 

P6/P7 children and provides a higher level of training with sessions delivered on road.   The Safe and 

Sustainable Travel Team members remain actively involved in administering the Cycle Training and 

Maintenance Contract throughout the year, providing assistance to cycle trainers, participating school and 

actively encourage additional schools to join the programme.   Cycle maintenance involves ensuring 

children’s bikes are safe and worthy to use on the public road by carrying out several checks and replacing 

low cost parts. 

 

1.2 Resources 

Cycle training is ongoing through the school year and is usually busier from April to June.   Staff generally 

spend up to 40% of their time on administering the cycle training programme and at least 20% of time taken 

on the practical element.   The team also provide cycling training to teacher which can take 10 weeks to 

arrange depending on updates from Cycling Scotland which impacts on the training materials provided to 

teachers.   Road Safety Assistants spend 20% of their time on Cycle Training when required. 

 

1.3 Output 

2016/17 Bikeability 1 Bikeability 2 
Number of schools targeted 125 (including 5 specialist provision 

schools) 
43 

Number of schools participating 43 11 
Number of children enrolled 813 127 
Number of children completed 651 119 
   
 Schools Represented Teachers Trained 
Teacher Training 17 20 

 

The team have successfully delivered cycle training to 770 school children in North Lanarkshire in the 

2016/2017 school year equipping them with the knowledge and skills to cycle safely with a view to 

encouraging them to use sustainable means of transport. 

 

1.4 Funding 

Cycle training and maintenance is delivered with The Scottish Government’s - Cycling Walking and Safer 

Streets fund and Paths for All - Smarter Choices Smarter Places Fund. 

 

1.5 Proposal 

Education Youth and Communities deliver training to staff within schools to enable the schools to run 

Bikeablity training sessions themselves.  The Safe and Sustainable Travel team will continue to offer 

support materials to allow education to deliver this using their existing resources. 

 

 

Page 20 of 76



2. Annual Cycling Events 

2.1 Introduction 

Cycling in North Lanarkshire is promoted at various events throughout the year by the Safe and 

Sustainable Travel Team. The events are aimed at children of various age groups and ability including 

those with mobility issues disabilities.  

Let’s Get Cycling Event at Broadwood Park is a family orientated event promotes the existing cycling and 

walking infrastructure in North Lanarkshire encouraging health, wellbeing and sustainable travel. 

The Tryst Sports Centre Cycle Event organised by the Safe and Sustainable Travel Team engaging with 

children with additional special needs. Children accompanied by their parents were provided modified bikes 

and games promoting social inclusion and the opportunity to ride a bike for the first time. The team then 

visited all of the Specialist Provision Schools in North Lanarkshire to engage with those children who could 

not attend the event. 

The Tour Series Event regularly held in Motherwell is supported by the Safe and Sustainable Travel Team 

who arrange skills sessions and games for school children providing them with the opportunity to get 

involved in the event and promote cycling in North Lanarkshire. The team also oversee the bike checks and 

child cycling on the circuit before the adult events.  

The 360 Stunt Team Event is a cycling stunt tour of Motherwell schools. 

 

2.2 Resources 

Cycle events are held throughout the year and time spent on each event varies. Up to 80% of staff time can 

be spent on the events over a four month period in a single year depending on the type of event and 

expected attendance. Input from all of the Officers and Assistants is required to arrange these events. 

 

2.3 Output 

 Number of children attended 

Let’s Get Cycling   (2015/16) 3,000 (including parents) 

The Tryst Centre Cycle Event   (2015/16) 224 
The Tour Series   (2016/17) 100 

The 360 Stunt Team   (2016/17) 2,500 

 

The Safe and Sustainable Travel Team have held events all over North Lanarkshire engaging with 

thousands of children to promote cycling and sustainable travel. 

 

2.4 Funding 

Cycling events are delivered with a combination of funding from Paths for All - Smarter Choices Smarter 

Places Fund and though the road safety revenue budget. 

 

2.5 Proposal 

These events although targeted at children allow for engagement with the wider community.  It is proposed 

to continue running these types of events although the number of events may be reduced. 
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3. WOW (Walk Once a Week) Travel Tracker 

3.1 Introduction 

The WOW Travel Tracker is a web-based interactive tool primary school pupils use to record their journey 

to school each day using touch screen technology. The scheme fits easily within class registration and 

children who have walked, or travelled actively, at least once every week throughout the month receive a 

collectable badge. The threshold for achieving success in collecting badges can be increased as the 

scheme progresses and the badge designs vary each month as themes change. The Safe and Sustainable 

Travel Team encourage all NLC primary schools to take part in WOW, administer the programme, provide 

WOW assemblies, classroom visits, Travel Tracker Demonstrations and supplementary WOW learning and 

teaching resources. 

 

3.2 Resources 

Officers spend approximately 30% of their time on WOW throughout the year. Assistants also contribute 

when required spending 20% of their time towards WOW. 

 

3.3 Output 

2017/18 NLC Schools 
Participating 

Pupils Engaged WOW Badges Awarded 

WOW Travel Tracker 57 33,000 50,000 
In 2016, North Lanarkshire was the 2nd highest local authority in the whole of the UK in terms of 

participation in the WOW scheme. 

 

3.4 Funding  

Funding sources include Paths for All - Smarter Choices Smarter Places Fund and the Scottish 

Government’s Cycling - Walking and Safer Street fund. 

 

3.5 Proposal 

This is a school based activity and it is proposed that that the Safe and Sustainable Travel Team continue 

to offer support materials to allow education to deliver this using their existing resources. 
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4. SUSTRANS Annual Hands up Scotland Survey (HUSS)  

4.1 Introduction 

Officers form the Safe and Sustainable Travel Team work in partnership with Sustrans Scotland to gather 

data from all nurseries, primary and secondary establishments about how every pupil travels to school. 

There is one question in the survey which is asked on a specific date in September stipulated by Sustrans, 

“How do you normally travel to school?” 

The data is a recognised National Statistic by the Scottish Government which provides a valuable annual 

snapshot of school travel and are used by Sustrans, Transport Scotland and other groups to inform policy 

areas, monitor trends in school travel over time, and provide information relevant to a variety of health, 

transport and education initiatives.  

 

4.2 Resources 

Officers spend approximately 60% of their time on HUSS in September and October of each year and are 

supported by the team Assistants. 

 

4.3 Output 

 

              2016/17 
Hands Up Scotland Survey Number of Schools Participating Number of Children Surveyed 
NLC nurseries 50 1,884 
NLC Primary Schools 104 21,281 
NLC Secondary Schools 19 17,742 

 

North Lanarkshire has achieved a 100% return to SUSTRANS of primary and secondary data in recent 

years with the Safe and Sustainable Travel Team members promoting the survey, checking the returned 

data, prompting replies and collating the returns to Sustrans. This takes all of September and October. 

 

4.4 Funding  

The Annual Hands up Scotland Survey is funded by Sustrans Scotland. 

 

4.5 Proposal 

This is a school based activity and it is proposed that that the Safe and Sustainable Travel Team continue 

to offer support materials to allow education to deliver this using their existing resources. 
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5. Walking Campaigns, and Events 

5.1 Introduction 

Park Smart / Smart Parker Campaign targets Families who have to use the car for the school journey are 

encouraged to implement the “Park and Stride” model, ensuring that they park safely and responsibly and 

away from school entrances.   These campaigns are managed by the Safe and Sustainable Travel Team in 

partnership with Police Scotland.  They encourage active travel choices for the school journey, aim to 

reduce the volume of vehicles at and around schools, reduce levels of vehicle congestion, pollution and 

noise whilst reducing the likelihood of accidents involving primary schools children. 

National Walk to School Month and International Walk to School Month encourage families to leave 

the car at home and walk to school. The Safe and Sustainable Travel Team highlight that walking to school 

is a free, easy and accessible way for children to get physical activity into their day provides an opportunity 

for children to learn vital road safety skills and arrive at school feeling alert and ready to learn.   With added 

benefit of more children walking to school is there are fewer cars on the roads, reducing air pollution and 

congestion and making roads safer for everyone.   In North Lanarkshire, all nursery and primary 

establishments are encouraged to join these national campaigns using a variety of promotional tools. 

 

5.2 Resources 

The above campaigns and incentive schemes are run in May, October and November of each year. Staff 

will spend up to 70% of their time during these months.   Time leading to the events is used to promote the 

key messages of the above campaigns by issuing a variety of resources and tools to nursery and primary 

establishments including press releases, social media coverage.   After the events the team provide 

participating schools with incentives and prizes. 

 

5.3 Output 

2016/17 Primary schools, nursery 
classes & Family Learning 
Centres 

Approximate Number of Children 
Involved 

Park Smart/Smart Parker 210 34,300 
National Walk to School Month  210 34,300 
International Walk to School 
Month 

210 34,300 

 

 

5.4 Funding  

Funding sources include Sustrans Scotland, Paths for All - Smarter Choices Smarter Places Fund and The 
Scottish Government’s - Cycling Walking and Safer Streets Budget.  
 

5.5 Proposal 

It is proposed to continue to support these activities using the web and social media.  Banners will continue 

to be erecting at schools who wish to participate in encouraging parents to park responsibly.  
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6. Junior Road Safety Officer Scheme 
 
6.1 Introduction 

The Junior Road Safety Officer Scheme has been running in Primary Schools and selected Specialist 

Provision Schools in North Lanarkshire since 2004. Each school has at least 2 JRSOs (some have a team) 

and a JRSO Co-ordinator who are responsible for promoting road safety in their school community, with 

support from Safe and Sustainable Travel Team Officers. Three Induction Days are arranged in September 

when the Safe and Sustainable Travel Team provide training to new JRSOs on the principles of road safety 

and tasks for the year ahead. 

The Safe and Sustainable Travel Team hold an annual JRSO Awards ceremony in June where the efforts 

of JRSO’s in North Lanarkshire are celebrated and rewarded under the following categories: 

• JRSO Team of the Year 

• JRSO Noticeboard of the Year 

• JRSO Campaign of the Year 

• JRSO Co-ordinator of the Year 
 

6.2 Resources 

It is estimated that Safe and Sustainable Travel Team members will spend approximately 30% of their time 

on the JRSO project.   

 

6.3 Output 

2016/17 NLC Primary Schools Targeted NLC Primary Schools 
Participating 

JRSO Schools 123 113 
JRSO Inductions 113 88 

 

 

6.4 Funding  

The cost of running the Induction Days and the JRSO Awards is sponsored by AMEY North Lanarkshire. 

 

6.5 Proposal 

This is a school based activity and it is proposed that that the Safe and Sustainable Travel Team continue 

to offer support materials to allow education to deliver this using their existing resources.  There is also a 

dedicated web site www.jrso.com providing advice and guidance on the role of the Junior Road Safety 

Officer and ideas on what they can do.    
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7. Kerbcraft/ Child Pedestrian Training 

7.1 Introduction 

This is a practical, kerbside, road safety training programme provided by Assistants in the Safe and 

Sustainable Travel Team for Primary one or Primary two school children aimed to reduce child pedestrian 

casualties and fatalities and is designed to aid the long term process of assisting children to becoming 

independent pedestrians in the future.    The programme is based on a set of clearly defined pedestrian 

skills which are easier to teach in a practical setting targeting key issues such as Safe and Unsafe places to 

cross the road, parked cars and junctions.  

 

As this programme is aimed at the youngest of children at school, the team work closely with teachers, 

parents and volunteers, provide route planning, risk assessments and training.   Children and adults are 

presented with certificates and road safety/learning themed gifts upon completion. 

 

7.2 Resources  

The Safe and Sustainable Travel Assistant responsible for Kerbcraft can spend 80% of their time on this 

project in October - December and April - June. 

 

7.3 Output 

2016/17 Adults Trained NLC Primary School Children 
Trained 

Kerbcraft 28 125 
 

7.4 Funding  

Kerbcraft is funded though the Road Safety Revenue Budget 

 

7.5 Proposal 

This activity engages with a small number of participants and it is proposed that the Safe and Sustainable 

Travel Team continue to offer support materials to allow education to deliver this using their existing 

resources. 
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8. Go Safe with Ziggy 

8.1 Introduction 

The Safe and Sustainable Travel Team work in conjunction with Road Safety Scotland to promote this 

Early Years resource throughout all nursery establishments and primary schools in North Lanarkshire by 

providing a hands on approach by visiting children in their schools and providing practical training on road 

safety.   The resources provide the foundation for future attitudes and behaviour which children and parents 

can get involved in at nursery, school and at home. The Safe and Sustainable Travel Team have also 

recently started training and providing support to college students on this topic who are studying the field of 

early years education. 

 

8.2 Resources 

Safe and Sustainable Travel Officers and Assistants will spend approximately 20% of their time on this 

resource thought the year. 

 

8.3 Output 

2016/17 Approximate number of children 
targeted 

College students supported 

Go Safe With Ziggy 9,000 60 
 

8.4 Funding  

Go Safe with Ziggy is supported by funding from Road Safety Scotland 

 

8.5 Proposal 

This is a school based activity and it is proposed that that the Safe and Sustainable Travel Team continue 

to offer support materials to allow education to deliver this using their existing resources. 
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9. Road Safety Theatre Events 

9.1 Introduction 

The Safe and Sustainable Team arrange various road safety themed theatre events around North 

Lanarkshire which are aimed at primary and secondary school children and deliver a strong message 

reminding children of the importance of staying safe on our roads. 

Road Safety Magic Show for P1-P3 is a highly successful presentation developed in partnership with 

Aberdeenshire Council and Police Scotland which has been seen by over 500,000 pupils throughout the 

U.K. since 2007 which covers a range of topics and includes routines about walking safely, sustainable 

travel, avoiding pollution and peer pressure. 

The Journey for P6 pupils involves the audience in making decisions and role playing. Key road safety 

messages include pedestrian and cycling safety, the transition from primary to secondary school and peer 

pressure when crossing the road.  

School Daze is a Road Safety S1 play about children starting secondary school, the dangers they face and 

how they can deal with them. 

Friends Disunited aimed at young drivers in S5 and S6, the play explores the consequences of speeding 

and links with the national curriculum. 

Lightheaded for S3 pupils raises awareness with secondary schools on a range of Community Safety 

issues through an interactive teaching medium. 

Crossroads is an S3 play highlighting the peer pressure that pupils deal with on a daily basis when faced 

with Road Safety decisions. 

 

9.2 Resources  

Performances for Theatre Events are active in the months of March, April and August to November when 

Officers and Assistants will spend 20% of their time arranging and administrating the events, also attending 

meeting and carrying out quality audits. 

 

9.3 Output 

2016/17 Number of Schools Participating Number of Children Attended 
(approx.) 

Road Safety Magic Show  45 7,000 
The Journey 14 700 
School Daze 21 350 
Friends Disunited 21 4,000 
Lightheaded 21 4,000 
Crossroads 21 4,000 

 

It should be noted that thousands of North Lanarkshire children have attended plays which engage with 

children and drive home a high impact safety message in particular to secondary school pupils and 

potential young drivers.  

 

9.4 Funding  

The journey is funded via Road Safety Scotland, Crossroads is part funded through partnership 

contributions and the remaining plays are delivered though the road safety revenue budget. 

 

9.5 Proposal 

It is proposed to continue running these types of events although the number of events may be reduced. 
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10. School Travel Plans 

10.1 Introduction 

The Safe and Sustainable Travel Team develop School Travel Plans which encourage and facilitate active 

journeys to school and often identify and deliver significant engineering projects, infrastructure 

improvements (making the local environment more accessible and safer for pedestrians and cyclists) as 

well as important educational measures. The School Travel Plans contribute towards achieving several 

Scottish Government and Local Government targets such as: 

• Promoting sustainable and environmentally friendly travel choices for school related journeys. 

• Reducing the volume of cars on the school run. 

• Encouraging better longer term travel choices. 

• Promoting the importance of road safety education. 
 

Using software developed by North Lanarkshire Council, the Safe and Sustainable Travel team collects a 

comprehensive range of information from primary schools and nurseries about travel behaviour and allows 

the regular monitoring of how travel patterns are changing. The resulting Action Plan sets out short, 

medium and long term targets to help influence travel choices and to increase the number of active trips.   

The resulting School Travel Plan is a live and working document, which requires regular review in order to 

identify new and more challenging targets. 

 

10.2 Resources 

This wide-ranging exercise can take a full school session and involves the whole school community, as well 

as the local community. Officers involved can commit up to 30% of their time towards School Travel Plans. 

 

10.3 Output 

To date 70 North Lanarkshire schools have completed a School Travel Plan 

 

10.4 Funding 

Funding includes Sustrans Scotland and the Scottish Government - Cycling, Walking and Safer Street fund. 

 

10.5 Proposal 

All of the primary schools who wished to engage in the production of a school travel plan now have one in 

place (70 out of 120).   If another school comes forward requesting assistance appropriate support and 

guidance will be provided by the Safe and Sustainable Travel Team. 
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11. Road Safety Calendar Competition 

11.1 Introduction 

The road safety calendar competition has been a very successful competition that has been running for 53 

years. The aim of the competition is to get as many children from primary, secondary and specialist 

provision schools to think about a road safety topic and then come up with a poster and slogan to convey 

this message. 

Schools send in their five best entries per class, the Safe and Sustainable Travel Team judge entries and 

hold a presentation for the overall winner in December. The winning calendar is printed and distributed for 

the start of the following year. 

 

11.2 Resources 

The Safe and Sustainable Travel Team work closely with schools from July to December on this project 

and Officers will spend 20% of their time on the calendar competition. Assistants will support the Officers 

with approximately 10% of their time during these months. 

 

11.3 Output 

2016/17 Schools Entries 
Received 

Approx number of pupils participating 

Road Safety Calendar 
Competition 

88 12,000 

 

 

11.4 Funding 

The Road Safety Calendar Competition is funded from the Road Safety revenue budget. 

 

11.5 Proposal 

Due to the number of pupils that engage in the competition it is proposed to continue with the road safety 

calendar competition 
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12. In-Car Safety Events 

12.1 Introduction 

As part of Road Safety Scotland’s Good Egg Safety initiative which is supported by North Lanarkshire 

Council, Officers of the Safe and Sustainable Travel Team check the size and fit of car seats, provide 

advice on choosing the correct car seat for children and information on many aspects of family safety, 

including road safety for parents, children and new drivers. 

This event is aimed at the general public, has been running for the past 14 years in Scotland which has 

continually reinforced key messages and influences new parents every year while still reminding other 

parents (of older children) about the importance of in-car safety. 

 

12.2 Resources 

In-car safety events are generally held at two locations in North Lanarkshire over a two day period in June. 

Officers will spend 80% of their time in June arranging, publicising and attending the events. Team 

Assistants will spend 50% of their time on in-car safety. 

 

12.3 Output 

Two locations (Cumbernauld & Coatbridge) 50-70 car seats checks each year. 

 

12.4 Funding 

This event is funded by Road Safety Scotland. 

 

12.5 Proposal 

As there are major retailers like Halfords and Mothercare that provide advice and will fit customer’s car 

seats for free and as there is a low demand for this from the council we will signpost users to other provides 

and online resources.  
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13. Young Driver Projects 

13.1  Introduction 

The Safe and Sustainable Travel Team are involved in several projects and initiatives aimed at young 

drivers. These include. 

Your Call targets 11-14 year olds with a range of interactive activities which explore risk taking, decision 

making, personal safety, pre-driver attitudes and peer pressure.   Pupils are actively encouraged to discuss 

and share experiences, reflect and challenge their own behavior with a view to taking responsibility for their 

own safety and that of others.   All schools are invited to attend a training course and receive a resource 

pack.   Those unable to attend have packs delivered and a one-to-one meeting arranged if required.   

Get Clued Up is an Anti-Drug Drive Initiative. All schools received a resource pack aimed to: 

• Reinforce the message that it is never acceptable to take drugs and drive 

• Raise awareness of the potential legal penalties. 

• Increase the fear of being caught by the Police (and with it the fear of enforcement of the penalties) 

• Highlight the effects of drugs on driving 

• Highlight the dangers - especially for passengers 
 

Crash Magnets is a resource for S4-S6 pupils and seeks to engage them by making this subject relevant 

to their lives and experience. For many young people aged 14-17, road safety is a subject associated with 

primary school and no longer of relevance.   They perceive themselves to be more at risk from hazards 

other than those involving cars.  Crash Magnets targets young people before they pass the driving test, to 

try and ensure their well-being on the road by encouraging them to make the right decisions for 

themselves, and others. The online activities cover subjects such as driver distraction, speed, the cruise 

culture and drink and drug driving.  

All schools are invited to attend a training course and receive a resource pack. Those unable to attend 

have packs delivered and a one-to-one meeting arranged if required.   

The Safe and Sustainable Travel Team will be working in partnership with school campus police who plan 

to deliver the New Driver Scheme to all S5/6 pupils in all NLC secondary schools this year.  

 

13.2 Resources 

Safe and Sustainable Travel Team Officers will spend up to 40% of their time on this project throughout the 

year. 

 

13.3 Output 

2014-16 NLC Secondary Schools 
Targeted 

NLC Secondary 
Schools Participating 

Approximate No of 
Pupils  
Engaged 

New Driver Programme  All 17 high schools 

1 ASN school  

3 Colleges 

2875 pupils in total 

over 3 years  

 

13.4 Funding  

Costs are met from the Road Safety revenue budget. 

 

13.5 Proposal  

This is a school based activity and it is proposed that that the Safe and Sustainable Travel Team continue 

to offer support materials to allow education to deliver this using their existing resources. 
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14. Community Road Safety  

14.1  Motorcycling 

We provide support materials for a course called Biker Down which offers information to motorcyclists 

about biker safety and first aid training. This is run by volunteers from Scottish Fire and Rescue. We also 

supply a motorcyclist booklet, designed by the Road Safety West of Scotland Forum, to motorcycling 

establishments within North Lanarkshire. 

 

14.2 Drink Drive 

The Safe and Sustainable Travel Team support and promote national campaigns through the Council’s 

social media platforms. Drink Drive events have been arranged in the past in partnership with the NHS and 

3 separate events at health centres in Airdrie, Coatbridge and Cumbernauld have been attended by the 

team where the dangers of drink driving and speeding are highlighted. Drink drive awareness days in 

various council offices have been facilitated by the team again highlighting the dangers of drink driving.  

 

14.3 Elderly 

Better Late than dead on time is a Road Safety play for 55 years plus - looks at the impact of reckless 

behaviour from drivers and pedestrians upon one family. The issues are dealt with sensitively and are 

primarily presented in a humorous but realistic way to focus awareness and discussion in the audience. 

Approximately 100 people have attended this. 

A guide is also provided to older people on how to be safer while driving, cycling and using public transport. 

 

14.4 Partnership Working 

Police Scotland and Scottish Fire & Rescue Initiatives promoting of road safety are delivered in partnership 

with the Safe and Sustainable Travel Team. 

 

14.5 Restorative Justice 

Safe and Sustainable Travel Team input to courses run by Restorative Justice in North Lanarkshire for 

those adults who have lost their driving licence. 

Input into the above Promotion of Road Safety Resources and Community Road Safety initiatives are 

delivered as required throughout the year. 

 

14.6 Proposal 

It is proposed to continue to engage in these types of events although the number of events may be 

reduced. 
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15. Promotion of Road Safety Resources and General Duties 

15.1 Introduction 

The Safe and Sustainable Travel Team have successfully campaigned over a number of years to gain 

access to the majority of schools and nurseries.  They are now able to promote road safety by providing 

talks and educational resources in schools and nurseries.  They also provide general support to deliver all 

of the road safety activities throughout the year.   Such tasks include but are not limited to the following. 

 

• provide resources and offer talks to schools and nurseries when they are covering a road safety 
topics 

• provide transitional road safety booklets to children moving on from nursery to primary school and 
from primary school to secondary school 

• promote new resources developed by Road Safety Scotland 

• hold in-service training for teachers in the use  of the resources 

• Reply to phone, email and mail enquiries 

• Press releases and photo shoots for road safety campaigns. 

• Budget control including procurement, deliveries and invoicing. 

• Administration of term contracts. 

• Stock control and database management of promotional materials and educational resources. 

• Preparation of resource packs for individual schools. 

• Delivery of road safety resources and cycling equipment to school establishments. 

• Recording scheme progress, participation figures and feedback. 
 

 

15.2 Proposal 

It is proposed that that the Safe and Sustainable Travel Team continue to offer support materials to allow 

education to deliver road safety talks within the schools and nurseries using their existing resources.  The 

team will continue to engage in the other activities although the focus of work will change as the team 

evolves into the new deliver model. 
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Although the total for the highlighted areas is more than 100 (one person) it is proposed to reduce the activity within each of the areas in particular within the 

promotion of road safety resources and general duties and this together with a review of the month that activates are undertaken in will result in one Officer 

and one Assistant being fully employed in delivering the revised functions of the team. 

 

 

Appendix 2 – Analysis of Time Spent by Officers 

 
 

 
 
Percentage time spent on project/tasks  

Project Title  Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec 

Cycle Training 
Officer 40 40 40 40 40 40 40      
Assistant 40 40 40 20 20 20 30      

Annual Cycle Events 
Officer     30 40 80 80     
Assistant     20 20 30 30     

WOW (Walk Once a Week travel tracker) 
Officer 30     30  30     
Assistant 20     20  20     

SUSTRANS Hands Up Scotland Survey 
Officer         60 60   
Assistant         40 20   

Walking Campaigns & Events 
Officer    70 70    50 50 50 40 
Assistant    20 20    40 30 30 20 

Junior Road Safety Officer Scheme 
Officer 30 30 30 30 30 30 30 30 30 30   
Assistant 30 30 30 20 20 20 30 30 30 20   

Kerbcraft/Child Pedestrian Training 
Officer    10 10 10    10 10 10 
Assistant    80 80 80    80 80 80 

Go Safe With Ziggy 
Officer 20 20 20 20     20 20 20 20 
Assistant 20 20 20 20     20 10 10 10 

Road Safety Theatre Events 
Officer  10 20 20    20 20 20 20  
Assistant  10 10 20    10 10 10 10  

School Travel Plans 
Officer 30 30 30    30 30 20    
Assistant             

Road Safety Calendar Competition 
Officer       20 20 20 20 20 20 
Assistant       10 10 10 10 10 10 

In-car Safety Events 
Officer     40 80       
Assistant     20 20       

Young Driver Projects 
Officer  40 40        40 40 
Assistant  20 20        20 20 

Community Road Safety 
Officer 30 20 20 20 20 20 20 20 20 20 30 40 
Assistant 30 20 20 20 20 30 30 30 20 20 20 30 

Promotion of Road Safety Resources and General Duties 
Officer 70 60 50 40 20 20 30 40 40 40 60 80 
Assistant 110 100 100 100 80 80 80 100 100 100 100 100 

              

Total staff time in highlighted areas Officer 100 90 90 150 140 80 150 180 150 150 180 180 
Assistant 140 130 130 160 140 130 150 180 180 170 170 160 
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Appendix 3 – Review of Other Councils 

North Lanarkshire Council is the 4th largest local authority in Scotland and has a total of 155 schools within 

the area. 

Although it is difficult to make a comparison between NLC and other authorities, Table 1 shows other 

Scottish councils of a similar size with a similar number of schools. 

 

 

 

 

 

 

Table 1 

 

Table 2 shows the staffing levels at the above authorities who deliver Road Safety Education and Active 

Travel at Schools. 

 

 

 

 

 

 

 

 

 

 

 

                         

Table 2 

 

Contact with the above authorities suggests that most of them deliver a similar programme of road safety 

education and active travel as North Lanarkshire.  It was highlighted in discussion with some of the 

authorities that they have had to step back from engaging directly with schools and reduce the scope of 

their programmes due to their staffing levels.  

 

Table 3 shows which services are provided by the other authorities which may not be delivered to the same 

scale as North Lanarkshire. 

 

Rank  Council Area Population  Electors Primary Secondary SNE Total 
1 City of Glasgow 615,100 460,563 113 38 9 160 
2 City of Edinburgh 507,200 364,346 87 23 12 122 
3 Fife 370,300 280,180 135 18 6 159 
4 North Lanarkshire 339,400 254,100 120 23 12 155 
5 South Lanarkshire 317,100 246,220 125 19 9 153 
6 Aberdeenshire 262,200 202,905 153 17 4 174 
7 Highland 234,800 183,261 170 29 4 203 

Council Area Staff  

City of Glasgow 
1 Road Safety Supervisor 
1 Cycling Officer 
5 Road Safety Assistants 

City of Edinburgh 

2 Active Travel Co-ordinators 
1 iBike Officer External (Sustrans) 
1 Safety Officer External (Police 
Scotland) 

Fife Council  

North Lanarkshire 
3 Safe & Sustainable Travel Officers 
3 Safe & Sustainable Travel Assistants 

South Lanarkshire 
1 Road Safety Training Officer 
1 School Travel Plan Co-ordinator 
1 Engineer (Bikeability) 

Aberdeenshire 
1 Transport Safety Education Officer 
1 Strategy Development Officer 
1 iBike Officer External (Sustrans) 

Highland 
1 Road Safety Officer 
1 Technician 
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Local Authority North 
Lanarkshire 
Council 

Glasgow 
City 
Council 

Edinburgh 
City Council 

Fife 
Council 

South 
Lanarkshire 
Council 

Aberdeenshire 
Council 

The 
Highland 
Council 

Cycle Training √  √ √ * √ ** √ √ √ *** 

Annual Cycle Events √ √ √ - √ √ X 

WOW (Walk Once a 
Week travel tracker) 

√ √ √ - √ √ √ 

SUSTRANS Hands Up 
Scotland Survey 

√ √ √ - √ √ √ 

Walking Campaigns, 
Competitions & Events 

√ √ √ - √ √ √ 

Junior Road Safety Officer 
Scheme 

√ √ √ √ √ √ √ 

Kerbcraft/Child Pedestrian 
Training 

√ √ √ X √ X X 

Go Safe With Ziggy √ √ √ √ √ √ √ 

Road Safety Theatre 
Events 

√ √ √ √ √ X √ 

School Travel Plans √ √ √ √ ** √ √ √ 

Road Safety Calendar 
Competition 

√ √ X X √ X X 

In-car Safety Events √ √ X √ √ √ X 

Young Driver Projects √ √ √ √ √ X √ 

Promotion of Road Safety 
Resources  

√ X X √ √ √ √ 

Community Road Safety  √ X √ √ √ √ √ 

Table 3 

   √  Delivered by Safe & Sustainable Travel Team (Road Safety Education) 

   *  Supported by the Council but delivered by Active Schools 

   **  Supported by the Council but delivered by Transportation 

   ***  Training delivered to volunteers, not directly delivered to pupils 

   X  Not undertaken 

   -  No information provided 
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North Lanarkshire Council 
Report 

Transformation Sub-Committee 
  

 approval  noting Ref CB/JMcK Date 24/10/18 
 
 

Asset Management – Implementing the Strategy 
 
 

From 
 
James McKinstry, Head of Asset & Procurement Solutions 
 

Email mckinstryj@northlan.gov.uk  Telephone James McKinstry 
01698 302718 

 

 

 

Executive Summary 

The purpose of this report is to update the Transformation Sub Committee on Asset 

Transformation activities that have taken place since the previous report to this 

Committee on 24 January 2018. 

Committee will recall that from financial year 2018/19 the Council has a cumulative 

property asset management savings target of £866,000 which is our balance of an 

overall saving target of £1.274m with the remainder allocated against IJB properties.  

Work towards achieving the savings target has continued since Committee was last 

updated and good progress has been made towards achieving the targeted savings.  

The details on activities commenced or completed which will contribute to delivery of 

the savings, as well as other asset management initiatives are provided in the report.   

The activities undertaken since January 2018 generally fall under one or a number of 

the following key themes; 

• Condition of Properties; 

• Targeted Investment; 

• Utilisation of Properties; 

• Review of the Council’s Non Operational Assets; 

• Improvement in Property Carbon Footprint; 

• Efficiencies driven from Asset Management; and 

• Governance Arrangements. 

Various activities have been progressed under these themes and this will continue to 

remain the primary focus.  Since the last report to Committee a review of vacant and 

surplus asset classifications has taken place along with an updated surplus property 

procedure developed following approval of the revised scheme of delegations.  

Furthermore an evaluation of the properties leased by the Council has commenced on 

a phased basis.  When complete this will enable Assets & Procurement Solutions 

(A&PS) to identify alternative Council owned buildings that the Service can be 

delivered from thereby enabling a plan to be put in place to relocate the Service and 

reduce ongoing rental costs.  Finally, an office accommodation strategy is being 

developed which aligns with the 2018/19 – 2022/23 capital investment plan. 

AGENDA ITEM 4
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Planned activities around other themes have also been further developed and are 

summarised in the report.   
 

 

 

Recommendations 

1. It is recommended that the Transformation Sub Committee note the contents of 

this report and the work that continues to be carried out in relation to asset 

management; 

2. Note the phased approach being implemented for the review of vacant and 

surplus properties; 

3. Note the updated condition survey output report; 

4. Approve the proposal to continue using the current condition survey process 

and it being reviewed at the end of the current survey programme to align with 

recent Scottish Government guidance; 

5. Note the activities continuing to be progressed as detailed in Section 2 of this 

report; and 

6. Note the future activities detailed in Section 3 of this report. 

 
 

 

Supporting Documents 

Council business      plan to 2022 The proposal supports the 
Council’s key business priorities 
as detailed in the Council 
Business Plan 2020. 

 

Report to Transformation Sub Committee 18 
October 2017 

 

Asset Management Review 

 

Report to Transformation Sub Committee 24 
January 2018 

 

Appendix A – Disposal list for 2018/19 

 

Appendix B - Vacant/ Surplus Review – 
Phasing 

Appendix C - Options to contribute to Asset 
Management Savings 

 

Asset Management Review 

 

 

 

 

  

1. Background 

1.1 The overall aim of Asset Management is to improve the performance of our 

assets through monitoring and management of condition and also improve the 

utilisation of these assets in terms of service delivery and achieving best value. 

With a view to the Council achieving this, A&PS continue to carry out Property 

Asset Management initiatives.  A number of activities have been completed or 

are underway and the following report provides an update on progress along 
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with advice on the upcoming planned activities that will be undertaken in the 

coming months. 
  

 
2. Recent Asset Management Activities and Achievements 

2.1 Activities and Achievements since Previous Committee 

In October 2017 the Transformation Sub Committee approved a series of 
proposals to facilitate a review of the Council’s Strategic Asset Management 
processes.  An update on activities centred on the key themes implemented to 
date was reported to the Transformation Sub-Committee in January 2018, 
along with advice on upcoming work streams.  The previous update to 
Transformation Sub Committee advised on the planned activities that would be 
taking place in upcoming months.  An update on progress against those 
initiatives is provided in the remainder of section 2 

2.2 Condition of Properties 

 In 2015 the Corporate Services Committee approved a recommendation to 
change the way condition survey data was captured for the property portfolio.  
Historically condition survey information was captured using backlog 
maintenance evidence, whereas the updated process now captures the data 
using a risk based elemental analysis model.  In December 2017, a 2 year 
condition survey programme was completed, meaning that all the Council 
owned properties, including those occupied by Culture NL and North 
Lanarkshire Leisure, have an up to date condition survey available in the new 
format. 

 Subsequently in December 2017 the Scottish Government issued new guidance 
to standardise the way in which condition survey information is captured across 
Local Authorities within Scotland.  The updated model, is broadly similar to that 
currently in use by the Council, but now includes the requirement for additional 
“transverse” or health and safety data to be captured.  An updated procedure to 
capture all the data required has been developed and is currently being used to 
capture condition survey data across a number of Council assets.   

In September 2018 an updated workbook, which had been piloted by six local 
authorities, was issued by the Scottish Government.  At the time the new 
workbooks were issued, North Lanarkshire Council were already six months 
into the new programme and also as the condition survey process we are using 
is broadly similar it is our intention to continue to use the existing model for the 
duration of this programme and then switch to the Scottish Government 
workbooks and standardised model at the start of the new programme in 
2020/21.  The timetable for completion of the previous and future years 
programme is shown in Table 1 

Table 1 

Programme Completion Survey Type 
2006-2015 March 2015 Backlog Maintenance 
2015-2017 December 2017 Risk based – elemental analysis 
2018-2021 March 2021 Risk based – elemental analysis with 

“transverse” items included 
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2021-2024 March 2024 Risk based using Scottish Government 
workbooks 

  

 A three year programme of inspections has been established and includes the 
additional requirements laid out in the Scottish Government guidance.  For large 
properties, such as schools and offices, it is accepted that a maximum of 3 days 
will be required to complete each survey. 

 The SPI’s for condition in 2017/18 have also been collated and submitted to the 
Scottish Government since the previous report.  The latest data shows that the 
amount of properties in A & B condition has increased from 84.7% in 2016/17 to 
86.6% in 2017/18 and from 71.7% since 2013/14.  With targeted investment in 
the remaining four years of the capital plan, it is expected the condition of 
properties will continue to improve.  

2.3 Targeted Investment 

  Using the information from the recently completed programme of condition 
surveys, property related capital bids for the 2018/19-2022/23 capital plan were 
developed.  This approach enabled an overview of the property estate to be 
gathered and allows capital spend to be prioritised, based on available 
resources, ensuring investment is targeted at the areas requiring investment.  
This method gives confidence to the Council that investment is aligned with 
need and risk. 

 Following confirmation of the five year capital plan financial allocations, which 
are in excess of £42m, a programme for property investment has been 
developed and profiled across the life of the plan.  Since formalisation of the 
plan activities have been focusing on ensuring project briefs are developed and 
procurement routes are identified. 

 The Capital plan for 2018/19 has been fully developed, and many projects have 
either been completed or are on track to be complete within the current financial 
year.  The capital plan for 2019/20 is currently being finalised and project briefs 
for works that have long design timescales and set times for the delivery have 
been prioritised.  This forward planning approach to managing the delivery of 
the plan ensures that projects are delivered at the optimum time for service 
delivery e.g. commencing rewires in schools over the summer or roof 
replacements carried out in the summer months. 

2.4 Utilisation of Properties 

 The Council captures utilisation data on its property portfolio on an annual basis 
in addition to information on condition and suitability. Using the data obtained 
alongside other property performance data an office accommodation strategy is 
being developed.  A series of projects in Council office space has already been 
identified for delivery within the lifespan of the 5 year capital plan (and beyond if 
funding permits) which will improve how the Office Accommodation portfolio 
within the Council is used. The projects delivered to date are shown in Table 2.  
Future projects to achieve further enhanced utilisation in the office 
accommodation portfolio are provided in section 3 of this report. 
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 Table 2 

Project Efficiency Gained 
Relocation of A&PS from Civic 
Centre to Civic Square 

The vacated space will be upgraded 
and will be occupied by Corporate 
Communications and Social Work 
teams currently located at a number 
of other NLC properties. 

Relocation of Contact Centre, based 
at Merry Street to Dalziel Building 

Execution of break option in lease.  
Financial efficiencies gained. 

Relocation of Social Work Teams 
based at Merry Street to Civic Centre  

Execution of break option in lease.  
Financial efficiencies gained. 

Relocation of existing Customer 
Contact Centre staff based in 
Cumbernauld from Fleming House to 
2nd floor Dalziel buildings 

The vacated space will be used as a 
decant space to assist with planned 
upgrades in Fleming House.   

By having the Customer Contact 
Centre in one location, this results in 
a better service delivery model. 

  

In addition to the activities provided in Table 2 an office utilisation study has 
been completed for the Council’s Motherwell offices (Civic Centre & Square, 
Dalziel Building and Scott House), to ascertain how efficiently they are used in 
terms of desk usage etc.  The results from that study, which were provided in 
the previous report to Committee, showed that the three properties assessed 
had a very low utilisation percentage.   

Following a review of this data, and given the recent and planned work within 
the Motherwell offices, the extent of the study has been widened to incorporate 
Cumbernauld and Airdrie offices.  A further utilisation study will be carried out in 
2018/19 to inform future investment requirements. 

2.5 Review of the Council’s Non Operational Assets 

 The Council has significant land and property assets which are deemed as non-

operational.  The process to review the assets on a regular basis with a focus 

on identifying opportunities to generate capital receipts, leasing opportunities 

and reducing ongoing revenue costs for the Council is ongoing.  

A further separate review of these assets with the purpose of identifying where 

opportunities exist to rationalise the number of properties within this 

classification is also underway.   

The majority of the non-operational assets are areas of land with no buildings or 

structures present and incur limited or no associated revenue costs. The first 

phase of the review focused on surplus buildings where there is the highest 

potential to identify revenue savings. Appendix A shows the properties that will 

be disposed of and the mechanism being used: 

The second phase of the review of non-operational assets is progressing well 

and focuses on reclassifying the remaining surplus assets with a view to 

identifying opportunities to remove sites that cannot be sold and for a variety of 

reasons offer no opportunity for disposal.   
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There are a number of records in the sub-heading “Interest from Service 

Group/Public Agency” that are actively being looked at to facilitate a number of 

ongoing projects including Early Years Provision, Housing New Build and the 

Schools and Centres 21 Programme. Opportunities to investigate alternative 

disposal methods such as auction for properties with limited market interest are 

also being considered.  This phase of the review will be completed by Quarter 4 

2018/19 and will assist in achieving a more targeted approach to the future 

management of the vacant and surplus portfolio through the introduction of key 

milestones into the disposal process.    

Following the review the non-operational assets are being categorised under 

one of the following headings; 

• To be sold 

• To be leased 

• Held for Future Opportunity 

o Interest from Service Group/Public Agency/ Third sector 

o Not marketable/ to be reallocated back to Service 

o Potential sale by Auction 

o Problem with Title 

o Strategic Land/Property Holding 

o Re-allocate back to Service 

 

The introduction of the key milestones to the disposal process will ensure that 

the categories listed above will be also considered.  

Furthermore, included in this phase is the development of an updated surplus 

property procedure in light of the recently published updated scheme of 

delegations.  Appendix B gives a breakdown of the key milestones within the 

phased review. 

In due course there will be a review of the legacy portfolio and rents payable, 

some of which are operational buildings.  These properties are managed on the 

council’s behalf by North Lanarkshire Properties. 

2.6 Improvements in Property Carbon Footprint 

In recent months A&PS have completed a number of energy efficiency projects 

and activities which have resulted in a reduction in energy consumption, 

recurring costs and ultimately the Council’s carbon footprint. 

Since the last update to Committee a programme of Non Domestic Energy 

Efficiency (NDEE) projects, including LED lighting replacement, boiler 

replacements, solar thermal installations and combined heat and power (CHP) 

boilers have been installed.  The outputs from these projects are expected to 

generate in excess of £130k of guaranteed recurring revenue savings per 

annum for the Council.   

In addition a review of the Council’s existing building energy management 

systems (BEMS) has been completed, and has resulted in a programme of 

investment being developed which upgrades the existing portfolio of BEMS as 

well as identifying where new BEMS are required.  By having a portfolio of 
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BEMS in place that are centrally managed, this ensures that buildings are 

controlled and monitored in a consistent and cost efficient manner. 

As part of the process of finalising the deliberations for the 2018/19 revenue 

budget, energy budgets across the Council were reduced in excess of £1m.   

The 2018/19 energy investment programme is expected to deliver further 

significant savings, which are discussed in more detail in section 3.  

Finally, following a bid to the Scottish Government, A&PS were successful in 

obtaining external funding that will be used to assist in the preparation of a 

Local Heat and Energy Efficiency Strategy.  Work on the development of the 

strategy is progressing in partnership with key internal and external 

stakeholders and a report to a future meeting of the Enterprise & Communities 

Committee will be presented on this initiative.  

 2.7 Efficiencies driven from Asset Management 

In the January 2018 update to Committee it was noted that opportunities to 
achieve asset management efficiencies would be developed on a short, 
medium and long term basis, with focus initially on the short term benefits.  

The Council currently has or has had a number of leased/ rented offices 

occupied by Council Service’s as shown in Table 4 

 Table 4 

Building Lease Expiry/ 
Break Option 

Rent 

Brandon Parade East, Motherwell 2018 £159,540 pa 
Emma Jay Road, Bellshill 2020 £112,000 pa 
Kings House, Wishaw 2020 £  90,663 pa 
Scott House, Motherwell 2026 £277,587 pa 
TOTAL £639,790 

 

NOTE – The break option for Merry Street was executed in June 2018, 
meaning the saving has already been achieved. 

Due to upcoming lease expiry dates, in the short term opportunities exist at 
Emma Jay Road and Kings House for the Council to vacate these premises and 
move to an alternative Council owned facility. 

To facilitate these properties being vacated, a review of the existing portfolio 
has been undertaken to identify if there are any suitable alternative properties 
within Council ownership that the occupying Service could relocate to.  The 
available options are currently being appraised and the preferred option for 
each location will be reported to Transformation Sub Committee at a later date, 
following consultation with the IJB (Social Work).  Scott House will be 
considered in future years.  
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2.8 Governance Arrangements for Asset Management 

 

 In addition to physical activities that have taken place recently to improve Asset 

Management outcomes within the Council, improvements on Corporate 

Governance around the area of Asset Management continues to progress.   

 

The Corporate Asset Management Group has met on a number of occasions 

and work is progressing towards reviewing the wider portfolio in a standardised 

way. 

 

Further meetings and activities will take place in the upcoming months, with 

updates being provided as steps forward are made at future Committees. 

 

3. Future Activities in Property Asset Management 

 

3.1 Building on recent achievements is critical to ensure that momentum is 

maintained and focussed on delivering the challenging savings allocations. 

 In the upcoming months the key activities highlighted below will be undertaken 

to consolidate the opportunities that will arise, whilst also working towards 

delivering an efficient property estate. 

 

3.2 Condition of Properties 

 

 The condition survey programme will continue, and a process to identify the key 

triggers for re-surveys following investment will be developed in advance of the 

second year of the programme commencing in April 2019.   

 A&PS will also continue to develop the survey programme and its processes to 

ensure it is delivered as efficiently as possible. The first step towards this will 

commence with a review of how the “transverse” items are currently made 

available to the surveyors carrying out the condition assessments. 

 

3.3 Targeted Investment 

 As noted in Section 2, the 2018/19 capital programme has been developed and 

is currently being delivered.  A&PS are now focusing on the preparation of 

project briefs for the projects that are earmarked for delivery in 2019/20.  As 

with 2018/19 projects, the initiatives being progressed will be aligned with 

condition related activities including rewires and boilers etc.  In addition 

thematic expenditure, such as DDA and Asbestos works as well as the 

standalone projects earmarked for delivery in the office portfolio will also be 

progressed. 

It should be noted that not all the expenditure types will achieve financial 

efficiencies, however with the investment being targeted in the areas of highest 

need, it will ensure that we are working towards having a portfolio that is fit for 

purpose in the longer term.  In addition, the recent restructuring of the Council 

and the development of the We Aspire brand provides greater opportunity to 

maximise the management of the Capital Plan by Asset & Procurement 

Solutions. 
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3.4 Utilisation of Properties 

Following confirmation of the new five year capital investment plan allocations, 
a programme of office accommodation improvement projects, in line with the 
budget allocations is currently being fully developed.  Prioritised investment in 
the office accommodation portfolio will ensure that the property portfolio is fit for 
purpose, whilst also where possible generating recurring revenue savings 
through enhanced utilisation arrangements. 
 

3.5 Review of Non Operational Properties 
 
 As discussed in Section 2 and Appendix B, a number of activities have been 

completed or have commenced on the review of the non-operational estate.  
Further work will continue in upcoming months to reclassify the remaining non-
operational assets as well as a review of the “Legacy Estate” and Leased in 
Properties in conjunction with North Lanarkshire Properties. 

 
In addition to the larger leased in offices, there are also instances where the 
Council occupy other leased in buildings largely for storage.  A review of these 
properties shall take place on completion of the leased in office review. 
 

3.6 Improvements in Property Carbon Footprint 
 

Using data gathered from energy audits carried out in 25 of the least efficient 
properties, an ambitious programme of energy efficiency projects has been 
developed for 2018/19 and will commence in January 2019, which will build on 
our recent financial savings success.   
 
In addition to the installation of more efficient technologies, the specification for 
new energy management software has been developed and procurement 
activities will commence in the current financial year.  The new system will 
assist in bill validation, thus ensuring the Council are only paying for what it 
uses, as well as enabling more robust reports to be prepared for energy 
monitoring and ultimately reducing revenue costs further.   
 
Consideration is currently being given to the 2019/20 and beyond programme of 
investment that will assist in the reduction of the Council’s carbon footprint and 
energy consumption, and ultimately costs.   
 
Financial assistance has also been received in the form of a grant from the 

Scottish Government towards the development of the Local Heat and Energy 

Efficiency Strategy (LHEES), which is a legislative requirement for all Council’s 

to have in place in the next 5 years.  Work will continue with the Scottish 

Government to develop the strategy by Autumn 2019 which will provide a “route 

map” for the authority for how it will work towards decarbonisation. 

3.7 Efficiencies Driven from Asset Management  

As discussed in Section 2, an office accommodation strategy is currently being 

developed, which is in line with the available budget in the five year capital 

plan.  This plan will be continually reviewed and if additional monies become 

available following the completion of upgrade works, additional projects will be 

brought online for delivery. 
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In addition, a report will also be developed which highlights where additional 

efficiencies could be realised within the Office Accommodation portfolio. 

Finally, the Corporate Asset Management Strategy, which looks at the wider 

portfolio will highlight where opportunities exist for co-location of Service to 

exist, through shared premises is currently being reviewed.  This approach will 

further enhance the potential efficiencies that could be generated via enhanced 

provision and also rationalisation of the property portfolio. 

3.8 Governance Arrangements 

The Corporate Asset Management group will commence an area property 

review using the recently developed Asset Challenge Framework alongside 

diagnostic property information and operational information.  This review will 

look to challenge the future need for assets and identify where opportunities 

exist for the cohabitation of Services in less properties to occur.  

In addition, a newly developed Corporate Asset Management Strategy will be 

written in line with CIPFA and Audit Scotland Guidance. 
  

 
4. Equality and Diversity 
 
4.1 Fairer Scotland 
 
 The contents of this report have no specific impact in relation to Fairer Scotland. 
   
4.2 Equality Impact Assessment 
 
  There is no impact on equality as a result of the contents of this report.  
   

 
5. Implications 

5.1 Financial Impact 
 

The completion of the first phase of the non-operational estate review combined 

with the savings in running costs following demolition of surplus assets has 

demonstrated that revenue savings from the disposal of assets can be made.   

In order to generate savings in some of the areas highlighted within the report, 

capital investment will be required.  The level of investment needed will be 

reviewed on a regular basis and will be subject to the development of business 

cases where required.  Each of the investment being reviewed, however is in 

line with the Council’s strategic themes.  

The Service is confident that by the end of 2018/19 actions will be identified to 

fully address the £0.866m target, and there is ongoing discussions with 

colleagues in Corporate Finance regarding the phasing/implementation of these 

actions. Any in-year funding shortfalls will be managed by the Service as timing 

variances through the regular budget monitoring process.  Appendix C 

describes the proposals being developed and implemented by the Service, and 

this list will be updated on an opportunistic basic if further efficiencies are 

identified. 
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5.2 HR/Policy/Legislative Impact 
 

There may be HR implications as a result of a number of the proposals put 

forward within this report.  As the recommendations are developed as part of 

the Transformation Programme, HR/Policy/Legislative impacts arising directly 

from these changes will have to be considered in detail.  However, where there 

is a significant impact that will arise from the delivery of the change agenda in 

relation to Strategic Asset Management early and continued engagement with 

HR, employees and Trades Unions will take place. 

5.3 Environmental Impact 
 

Effective Asset Management will contribute to achieving a sustainable property 

estate and contribute to the Council’s sustainability agenda. A focus on the 

management of the Council’s property portfolio with the opportunity to deliver a 

reduction in the size of the estate will also achieve a reduction in the carbon 

foot print. 

5.4 Risk Impact 
 
 For these proposals to be a success staff resource will require to be kept under 

review. 
 
 Whilst recommendations that will realise a property portfolio which is 

sustainable and in turn will generate financial savings being made, we will need 
to ensure that continued support from the Services across the Council is 
maintained. 

   

  
6. Measures of success 
 
6.1 Success will be measured in varying ways across the 7 key themes.  The 

measures of success will be reviewed on a rolling basis, and initially will 
comprise: 

 

• Condition of Properties – Increased number of properties in A & B condition 
against a base line of 2017/18 scores; 

• Targeted Investment – Delivery of 90 - 100% outturn of capital plan on an 
annual basis founded on profiled expenditure; 

• Utilisation of Properties – Increased utilisation scores for properties that 
have public access/ bookable spaces against baseline of 2017/18 scores; 

• Review of Council’s non-operational assets – Year on year reduction of 
Council’s non-operational portfolio; 

• Improvement in Property Carbon Footprint – Reduction in CO2 tonnes of 
emission in upcoming year and next based on 2017/18 baseline; 

• Efficiencies driven from Asset Management – Reduction in leased in/ rental 
properties over the next 2 years; and 

• Governance Arrangements – Continued development and reporting of 
progress against the corporate suite of property performance targets.  
Approval of Corporate Asset Management Strategy and delivery of strategic 
objectives. 
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Appendix A – Disposal List for 2018/19 

Property Disposal Type Status 

Coltness Community Centre  Demolition Recently received 
no interest, 
consultation 
underway with 
Members regarding 
demolition. 

Former Overtown PS Demolition HELD due to 
interest from 
external 
organisation 

Craigneuk Library Demolition Cancelled due to 
Routes to Work 
taking on 
ownership 

Newmains Neighbourhood Office Demolition On track for March 
completion 

Former Abronhill Neighbourhood 
office 

Leased Complete 

Newpark Centre Demolition On site 
Bargeddie Hall Demolition On track for 

December 
completion 

Mossend Snr Citizens Centre Transferred for Nursery 
Expansion 

Complete 

Public Toilets, 20 South Circular Demolition On site 
Chilterns Home Transferred for Housing Complete 
Crosshill St, Motherwell Demolition Complete 
Calderbank Pavilion Demolition Complete 
Harry Walker Portacabins Demolition Design Stage 
Drumpellier Nursery Demolition Start November 
Chapman Pavilion, Gartcosh Demolition Start November 
Central Park Depot Demolition Complete 
Hebron Hall, Coatbridge Demolition Complete by 

November 
Juniper Road Metal Container Demolition On track for March 

completion 
122/126 Bank Street, C/bridge Demolition On track for March 

completion 
 

Appendix B – Vacant / Surplus Review – Phasing 

Phase Activity Proposed 
Timescales 

Responsible 
officer(s) 

1 Review of surplus buildings Complete Ian Martin 
2 Develop updated Surplus 

property procedure following 
new scheme of delegations 
being published 

Quarter 3 2018/19 Cameron Barr 

2 Review and reclassification of 
remaining surplus assets 

Quarter 4 2018/19 Ian Martin 
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3 Review of Legacy Estate and 
Leased in Properties in 
conjunction with North 
Lanarkshire Properties 

Quarter 4 2018/19 Ian 
Martin/Cameron 
Barr 
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Appendix C - Options to contribute to Asset Management Savings 

 Value / Anticipated Year for delivery Comments 

 2018/19 
£ 

2019/20 
£ 

2020/21 
£ 

Total 
£ 

 

Facility/Building      

Central Park depot £10,000   £10,000 Rates saving achieved from the demolition of this property. 
Public Toilets South Circular 
 

£5,464   £5,464 Rates saving achieved from the demolition of this property. 

47 Crosshill St, Motherwell 
 

£5,200   £5,200 Rates saving achieved from the demolition of this property 

Philip Murray Road, Bellshill 
 

£75,277 £65,286  £140,563 Running costs saving including 10% Rates relief achieved for 
18/19 & expected saving for 19/20 when fully disposed 

Brandon Parade East, 
Motherwell 
 

£240,290 £67,459  £307,749 Running costs saving including 10% Rates relief achieved for 
18/19 & expected saving for 19/20 when fully disposed 

236 Main St, Wishaw £29,558   £29,558 Running costs saving achieved for 18/19 

Robert St, Wishaw £25,037   £25,037 Running costs saving achieved for 18/19 

Other budget savings £64,314   £64,314 Other budget savings identified towards Asset Management. 

Bron Way   £161,252 £161,252 Running cost savings expected for 2021/22  

Additional Initiatives   £117,000  £117,000 Further actions being considered include quantification of energy 
efficiency savings following increased investment in energy 
efficiency programmes / further demolitions etc 

Total Savings achieved £455,140 £249,745 £161,252 £866,137  
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North Lanarkshire Council 

Report 

Transformation Sub-Committee 
  

Agenda item _________   approval  noting Ref  Date 22/10/2018 
 
 

DigitalNL Transformation Programme Update 
 
 

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 (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 

  

  

 

 

 

 

 

  

AGENDA ITEM 5
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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 
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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). 
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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: 
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- 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.  
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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 
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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 
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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. 
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- 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
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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 
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Appendix B – Customer Profiles and Segmentation 
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Customer 
Segmentation & 
Profiles

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