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Executive Summary 
The Council currently provides ICT support to elected members, services and arms-length 
bodies through a combination of in-house and outsourced resources, with the latter being 
governed through the ICT Service Delivery contract approved by the former Policy & 
Resources (Finance & Customer Services) Sub-Committee in August 2016. 
 
WIPRO Holdings (UK) Limited (WIPRO) presently delivery the existing ICT Service Delivery 
contract, but this is due to terminate on 31 March 2020. The contract has scope to be extended 
for a further four years, with 2 x two-year extension options available for Council consideration. 
 
The Council’s ambitious WE Aspire programme envisages council services, and partners, 
businesses and communities embracing technology, with all routinely coming together in 
multi-purpose buildings to identify and deliver services designed to meet community 
requirements.  
 
In approving Phase One of WE Aspire in September 2018, committee also noted proposals 
for the council’s digital transformation commitments to be delivered through a council-wide, 
integrated ICT service.   
 
The Council has changed considerably following the award of the ICT Service Delivery 
contract in 2016. All current factors and proposals must therefore be considered when 
determining the future direction of the Council’s ICT support requirements. 
 
A range of options are available for consideration. This report assesses those options against 
the Council’s strategic requirements, and presents the findings for deliberation and approval 
as appropriate.  

Recommendations 

The Transformation and Digitalisation Committee are requested to: 
1. Note the available options, and; 
2. Approve option 1, contract extension, authorising officers to progress the contract 

variation as proposed by WIPRO Holdings (UK) Limited. 

The Plan for North Lanarkshire 
Priority  All priorities 

Ambition statement All ambition statements 



1. Background 
 
1.1 The ICT Service Delivery contract includes an ICT Service Desk, procurement and 

support of end user devices, server and storage support, network support for the 
corporate environment and an ICT Service Desk and network support for the schools 
environment. 

 
1.2 This contract was approved by the former Policy and Resources (Finance & Customer 

Services) Sub-Committee in August 2016 for an initial contract period of 3 years, with 
the option to extend by two x 2 year periods (3+2+2).  At the time of approval, neither 
WE Aspire, The Plan for North Lanarkshire, DigitalNL nor SmartNL programmes of 
work had been identified. 
 

1.3 In approving the contract in 2016, committee envisaged savings of circa 16% being 
achieved per annum, with an annual average value of £1.6m considered likely.  Whilst 
the contract provides for an annual value per annum to be specified, this is subject to 
annual amendment (applied cumulatively) to reflect variations in volume/service 
demand and/or any additional ad-hoc or project requirements.  
 

1.4 The ICT Service Delivery contract has operated successfully, with WIPRO achieving 
the levels of performance specified within the inherent Service Level Agreements 
(SLA). In reality however, the financial savings anticipated from this contract have not 
materialised, with significant numbers of staff/ office relocations being the largest 
contributory factor.  
 

1.5 Contract costs are presently averaging around £1.95m per annum, with scope for these 
to increase further to reflect the pace of change arising through delivery of The Plan 
and the approved DigitalNL transformation programme.  
 

1.6 Successful delivery of The Plan for North Lanarkshire requires levels of flexibility and 
agility largely unforeseen in 2016 when this contract was created. Given this is likely 
to result in additional cost and resource pressures, alternative service delivery options 
must be identified and assessed to ensure firstly, that the council obtains value for 
money, and secondly, remains well placed to support its ambition for inclusive growth 
and prosperity for the people and communities of North Lanarkshire.  

 
2. Report 
 
2.1 The Digital and IT Strategy approved by committee in May 2019 illustrates ICT is 

central to all five council priorities and must therefore remain in place and available for 
council services to continue to maintain their operations. 

 
2.2 The ICT Service Delivery contract with Wipro is due to end on 31 March 2020, but can 

be extended beyond this date at the Council’s sole discretion - for a further two x 2-
year periods – as long as no less than six months’ notice is provided to WIPRO.  

 
2.3 Service levels specified within the contract have been satisfactory, and in line with SLA 

requirements, but the pace of change being experienced throughout the Council is 
impacting the value of the annual price amendment, with additional resources (and 
costs) required at levels higher than initially anticipated. This has to date resulted in 
the anticipated financial savings not being realised and, given the current contract 
format and WE Aspire vision, is likely to see increasing “volume adjustments” continue 
for any extension period.  

 



2.4 To enable members to determine whether or not an extension is in the best interests 
of the Council, a summary of the strengths, weaknesses, opportunities and risks of the 
undernoted alternative delivery options is provided: 

• Option 1 – Invoke the initial two-year contract extension;   
• Option 2 – Terminate the contract and return to in-house service delivery;  
• Option 3 – Re-specify services, issuing a new service delivery tender 

 
2.5 With the contract end date approaching, Council officers advised WIPRO that an option 

appraisal would be used to determine optimal service delivery going forward. WIPRO 
embraced the process, not only providing the staffing information essential for 
comparing the options, but also proposing a revised volume adjustment for the 
extension period.  

 
2.6 The option appraisal was completed by a multi-disciplined team. It was led by ICT 

specialists within Business Solutions with advice on Finance, HR and Legal/TUPE 
implications provided by suitably skilled and experienced officers when required. 

 
Option 1 – Invoke the initial two-year contract extension     
2.7 This option would extend the contract to 31 March 2022, and retain scope for the 

council, at its sole discretion, to further extend the contract by an additional two years 
beyond that.  In its original format and reflective of current contract terms and 
conditions, this option is expensive with costs of over £2m per annum projected. 
Though easier to implement, and 24 x 7 service delivery already built in, this option 
could adversely affect the pace of change expected from a council-wide integrated ICT 
team to deliver DigitalNL. 

 
2.8 WIPRO acknowledged throughout the option appraisal that the levels of variation being 

experienced were indeed quite different to those initially envisaged. With early 
discussions highlighting the financial burden such variations had on the Council, 
WIPRO requested that we consider the impact which a streamlined volume adjustment 
model could have on our “affordable and cost effective” strategic goal. The revised 
model submitted by them could potentially reduce the costs of the contract, over the 
two year extension period, by £0.525m. Their revised model also included a 
commitment to provide a more flexible deployment of resources in support of The Plan 
and our WE Aspire ambition, but does not formally commit them to maintain the 
existing headcount levels. 

 
Option 2 – Terminate the contract and return to in-house service delivery 
2.9 This option would see the council provide WIPRO with at least four months’ notice of 

intention to terminate the ICT Service Delivery at the initial expiry date of March 2020. 
Both parties would thereafter work together to agree a plan to transition services, roles 
and responsibilities to an in-house solution. The major benefit of this option is the 
economies of scale and flexibility available from having a true single NLC ICT staff 
resource pool to support delivery of our digital transformation and The Plan for North 
Lanarkshire.  

 
2.10 Transitioning to in-house delivery whilst reducing overlap, multiple “touchpoints” and 

staff frustration, does however bring challenge and risk, particularly around 24 x 7 
delivery and TUPE transfers and implications.  

 
Option 3 – Re-specify services, issuing a new Service Delivery Tender 
2.11 This option envisages testing the marketplace for interest in delivering an entirely new, 

and more agile, service delivery contract.  Based on previous experience of 
outsourcing and transitioning these services from one supplier to another, this is 



considered an expensive and very resource intensive exercise that cannot guarantee 
competition – there was limited response regarding the current contract when last 
tendered.  

 
2.12 The existing contract provides for TUPE to apply, and would therefore require any new 

contractor to price their bid accordingly. This is likely to result in a new arrangement 
being expensive, and upon recognising the level of flexibility required within the council 
to deliver its ambitions going forward, may prove challenging and expensive for third 
parties to commit to.     
 

Assessment of Options 
 
2.13 In determining the optimal option to recommend to committee, all options were 

assessed against key business criteria, with results illustrated in Appendix 1. Option 3, 
though scored and illustrated within the appendix for completeness, was quickly 
discounted given the comments illustrated in paragraph 2.12 above.  

 
2.14 Option 1 scores best regarding minimising future risk and obtaining cost effective and 

affordable service delivery, largely due to the improved offer received from Wipro, 
continuation of 24 x 7 delivery and ease of implementation.  By maintaining a 
combination of in-house and outsourced ICT resources, there is scope – despite the 
promised flexibility – for the inherent overlaps and frustrations to continue, and this is 
reflected in lower scores against alignment with The Plan and maintaining influence 
over service delivery and performance. 

 
2.15 Option 2 is identified as the optimal option, scoring 262 versus 260 for option 1. This 

option scores best regarding alignment with The Plan and maintaining influence over 
service delivery and performance. However, in comparing indicative costs of in-house 
delivery with the cost of WIPRO’s revised offer, in-house is circa. 25% more expensive, 
and therefore scores poorly against the cost effective and affordable criteria. Similarly, 
transitioning to an in-house model brings increased risk to the council, with further 
details outlined within the risk implications paragraphs below. 

 
2.16 In acknowledging the marginal scoring differential between the top options of 1 and 2, 

considering the costs, risks and opportunities likely to arise from implementing each 
option and focussing on the challenging requirement to deliver a robust, sustainable 
and balanced budget for the period 2020-2021 to 2022-2023, option 1 is recommended 
to committee for approval. 

 
 

3. Equality and Diversity 
 
3.1 Fairer Scotland Duty 
 

Whilst the wider ambitions of the DigitalNL programme look to address digital equality 
across the North Lanarkshire area, there is no direct impact as a result of this report, 
which is seeking to determine the most appropriate option for providing ICT support to 
the business in a manner that allows them to progress at a rate which will facilitate the 
ambitious programme of work. 

    
3.2 Equality Impact Assessment 
 

There is no direct impact as a result of this report. 
   

 
 
 



4. Implications 
 
4.1 Financial Impact 
 
4.1.1 With a view to obtaining price stability from the ICT Service Delivery contract, the 

annual charge and ad-hoc work rates for additional personnel and increased ICT 
infrastructure were set for the duration of the contract, based upon an illustrative level 
of activity, when it was approved in 2016. As outlined in paragraph 1.4 above, however, 
activity levels operating in practice differ quite significantly to those anticipated within 
the contract and therefore result in additional costs arising from the annual volume 
adjustment provided for within the contract.  

 
4.1.2 Following finalisation of years 1 and 2 of the contract, volume adjustments of £0.206m 

and £0.173m were applied to the contract. Given these apply cumulatively, the baseline 
level for the contract at the start of year 3 is already £0.379m higher than anticipated 
at contract award, with scope to increase further per existing contract conditions. 

 
4.1.3 As outlined in paragraph 2.8 above, WIPRO acknowledged throughout the option 

appraisal that the levels of variation being experienced were indeed quite different to 
those initially envisaged. They have therefore proposed a streamlined volume 
adjustment for the extension period of £0.116m per annum, providing additional 
financial certainty and a potential reduction in costs for the two year extension period 
of £0.525m.  

 
4.1.4 The costs of an in-house solution is based on all staff continuing to receive 

remuneration based on their existing terms and conditions, which on the face of it, 
appear more generous than those currently available to council ICT staff. Furthermore, 
to ensure options were assessed on a like for like basis, additional costs relating to 
accommodation and the ServiceNow and Security Monitoring products currently 
sourced through WIPRO are included within option 2. 

 
4.1.5 In considering all factors together, table 1 below compares the financial implications 

arising from options 1 and 2. 
 

Option Year 20/21 
£m 

Year 21/22 
£m 

1 – Extend £ 1.621 £1,597 
2 – In-house £ 2.027 £1.984 
Cost Differential  £ 0.406 £0.387 

Table 1 – Financial Implications of top options 

4.1.6 Option 2 is therefore more expensive than option 1, and would require additional 
council funding were committee to approve this as the most appropriate delivery model 
going forward.       

   
4.2 HR/Policy/Legislative Impact 
 
4.2.1 The current contractual provisions provide that upon termination of the contract, this 

would give rise to a relevant transfer in terms of the Transfer of Undertakings 
(Protection of Employment) Regulations 2006 (‘the TUPE Regulations), with 
transferring staff’s contracts of employment having effect after the transfer to the 
council as if originally made between the employee and the council.  The council would 
acquire all rights, powers, duties and liabilities under or in connection with the contracts 
of employment of transferring employees which means that terms and conditions of 
employment are protected. Based upon information received from WIPRO, this would 
result in the TUPE of 26 existing Wipro staff plus 10 sub-contractors.



Head of Business Solutions 

4.2.2 The Council can only harmonise terms and conditions of employment in such 
circumstances for economic, technical or organisational reasons, and such could 
potentially entail changes in the workforce, provided agreement to variations exists and 
is permitted.  Any proposed variation of a contract of employment transferred under 
TUPE is void if the sole or principal reason for the variation is the transfer. 

 
4.2.3 In the event of a relevant transfer, both organisations will prepare for and be supported 

in any such transfer in terms of an agreed action plan and consultation and 
communication plan, including statutory obligations to inform and consult with the 
affected employees. 

  
4.3 Environmental Impact 
4.3.1 There are no implications of this nature arising from this report 
  
4.4 Risk Impact  

4.4.1 All relevant benefits, risks and uncertainties likely to arise from the Council reviewing 
and potentially revising existing delivery arrangements were examined in detail during 
the option appraisal process, with WIPRO also able to feed into this process.  

4.4.2 In assessing each option, participants referenced a standard Risk Assessment Tool to 
consider, capture and score risks in the context of Service Delivery, Finance, HR, Legal 
and Reputational risk to determine how well the option could satisfy the key strategic 
goal of “minimising future risk to the Council.”  

4.4.3 The detailed risk assessment available within supporting documents highlights option 
1 carries Minor risk for the Council, Option 2 Major risk, and Option 3 Moderate risk. 
Key points worthy of highlight regarding option 2 include: 
 There are some financial details which cannot be confirmed in advance of a formal 

decision. Estimates are therefore presently included within the cost projections. 
 The TUPE of staff will result in significant imbalance for some staff grade/salaries 

and benefits in kind potentially impacting morale and service delivery.  
 There is uncertainty regarding the status of some third party subcontracts. It is 

currently assumed these would novate to the council but there is a view that the 
staff involved in delivering these may also need to transfer to the council. 

 Accommodation would be required for any staff transferring to the council under 
TUPE. Costs in respect of this have been included on a ratio of 5:3 staff to desk 
basis, but would need to be considered alongside the council’s asset rationalisation 
agenda. 

 
5. Measures of success 
5.1 Ongoing delivery of ICT support with minimal downtime or additional internal resource 

requirement. 
 
5.2 The ability to support the evolving ICT estate and digital transformation of the Council 

without unnecessary additional cost and delays. 
 
5.3 Reduced overhead costs for project work.  

 
6. Supporting documents 

6.1 Option Appraisal Outcome – Appendix 1 
 
6.2 Risk assessment details – Appendices 2(a), 2(b) and 2(c) 
 

 



Option Appraisal Outcome – ICT Service Delivery  
Appendix 1 

 

  



Risk Assessment Details 
Option 1 

Appendix 2(a) 

 



Risk Assessment Details 
Option 2 

Appendix 2(b) 

 



Risk Assessment Details 
Option 3 

Appendix 2(c) 
 

 

 


