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26 Aug 2019

Members of the
Transformation and Digitalisation Committee

Chief Executive’s Office
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Motherwell ML1 1AB
DX 571701, Motherwell 2
www.northlanarkshire.gov.uk

Notice is given that a Meeting of the TRANSFORMATION AND DIGITALISATION COMMITTEE is to
be held within the Civic Centre, Motherwell on Wednesday, 4 September 2019 at 2:00 pm which you
are requested to attend.
The agenda of business is attached.

Head of Legal and Democratic Solutions

Members :

Councillors: C Barclay, S Bonnar, C Cameron, O Carson, P Di Mascio, T Douglas,
K Duffy, S Farooq, T Fisher, F Fotheringham, P Hogg, J Hume, P Kelly, J Linden,
J Logue, A Masterton, M McCulloch, F McNally, I McNeil, L Roarty, N Shevlin,
W Shields, A Stubbs, A Valentine, N Wilson.
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AGENDA
(1)

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

(2)

Gateway Reviews of Routes to Work Ltd and North Lanarkshire Municipal Bank Ltd
(page 5 - 10)
Submit report by the Head of Business Solutions (1) advising the membership of the Gateway
Review Panel, including provision for substitute members, and (2) detailing the meetings of
the Gateway Review Panel held on 31 May and 20 August 2019, during which the Panel were
provided a progress update on the ALEO reviews of Routes to Work Ltd and North
Lanarkshire Municipal Bank Ltd (copy herewith)

(3)

Contract Award for DigitalNL Systems Integrator Partner (page 11 - 16)
Submit report by the Head of Business Solutions seeking approval to award the Systems
Integrator Partner contract to Agilisys Ltd for a potential maximum value of £11.9 million (copy
herewith)

(4)

DigitalNL - Infrastructure (page 17 - 30)
Submit report by the Head of Business Solutions seeking approval to commence formal
market engagement to engage a connectivity partner through a competitive dialogue process
(copy herewith)

(5)

Progress Report on the DigitalNL Transformation Programme (page 31 - 38)
Submit report by the Head of Business Solutions providing an update on the delivery of year
one of the DigitalNL Transformation Programme and the engagement underway to involve
stakeholders in designing services which are responsive to people's needs (copy herewith)

(6)

ICT Service Delivery Options (page 39 - 48)
Submit report by the Head of Business Solutions seeking approval (a) to invoke the initial twoyear contract extension (option one within the report), and (b) for officers to progress the
contract variation, as proposed by WIPRO Holdings (UK) Limited (copy herewith)

(7)

Contact Centre ACD Solution Contract Expenditure (page 49 - 52)
Submit report by the Head of Business Solutions advising of an over spend in relation to the
Contact Centre Automatic Call Distribution (ACD) system contract (copy herewith)

(8)

Contracts Awarded Below Committee Approval Threshold (page 53 - 56)
Submit report by the Head of Asset and Procurement Solutions advising of contracts awarded
between 1 April and 30 June 2019 (copy herewith)
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AGENDA ITEM 2

North Lanarkshire Council
Report
Transformation and Digitalisation Committee
☐approval ☒noting

Ref LJ/AM/GS

Date 04/09/19

Gateway Reviews of Routes to Work Ltd and
North Lanarkshire Municipal Bank Ltd
From

Katrina Hassell, Head of Business Solutions

Email

meenagha@northlan.gov.uk

Telephone 01698 302376

Executive Summary
At its meeting in February 2019, Transformation and Digitalisation Committee approved a
new approach and process to conducting Gateway Reviews for both Transformation
Reviews and reviews of the council’s ALEOs.
This report provides a summary of considerations and discussion at the initial meetings of
the new Review Panel meeting, where progress with the Routes to Work Ltd and North
Lanarkshire Municipal Bank Ltd reviews were heard and approval given for the reviews to
move to the next stages.

Recommendations
It is recommended that Transformation and Digitalisation Committee:
1. Notes that two meetings of the Gateway Review Panel have been held since the
revised membership and extended remit was agreed at the Committee meeting
held on 27 February 2019;
2. Notes membership, including provision for substitute members, as detailed in
Appendix 1;
3. Notes that at its meetings held on 31 May and 20 August 2019 panel members
received progress updates on the ALEO reviews of Routes to Work Ltd and
North Lanarkshire Municipal Bank Ltd; and,
4. Notes that the final review reports on both Routes to Work Ltd and North
Lanarkshire Municipal Bank Ltd will be submitted to the Policy and Strategy
Committee at its meeting on 26 September 2019.

The Plan for North Lanarkshire
Priority

All priorities

Ambition statement

(24) Review and design services around people, communities, and
shared resources
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1.

Background

1.1

At its meeting in February 2019, Transformation and Digitalisation Committee
approved the continued inclusion of Gateway Reviews as a key component of review
activity, with a single Gateway Review process adopted for both Transformation and
ALEO reviews. Committee agreed that membership of the panel should reflect
composition of the previous Transformation Committee’s Gateway Review Panel by
including:
• the Transformation and Digitalisation Committee’s Convener and Vice Convener;
• cross party representation; and,
• joint trade union representation.

1.2

The Convener thereafter sought nominations for membership, including nomination
of substitute members. Details of the agreed Gateway Review Panel members are
attached as Appendix One.

1.3

The council’s Transformation Review Programme was introduced in 2016 to provide
a structured process to investigate targeted areas of service delivery to achieve a
range of outcomes including efficiencies and service improvements.

1.4

Similarly, the ALEO Review Programme was approved in 2016/17 to ensure our
arm’s length service delivery arrangements continue to provide value for money and
contribute to the council’s strategic direction.

1.5

Both review programmes comply with the council’s Project Management Model with
an added layer of scrutiny in the form of Gateway Reviews. These reviews challenge
review teams at key milestones in the research, findings and proposals phases and
authorise progression to the next stage.

2.

Introductory Gateway Review Panel – 31 May 2019
Routes to Work Ltd

2.1

The initial Gateway Review of Routes to Work (RtW) took place on 31 May 2019. The
panel comprised five elected members with apologies from one elected member and
also from the joint trade unions’ representative. Also present were the review team
leaders and support officers from Business Solutions.

2.1.1 The panel heard a presentation on the background and progress with the review
which is a comprehensive investigation of how the organisation supports local
people, often those furthest removed from the labour market, to access employment.
2.1.2 The review team reported the first four stages of the review: scoping, data collection
and analysis, engagement and consultation and service assessment were complete.
2.1.3

Ongoing work was heard to be on options appraisal with four options under
consideration.
1. Status Quo. This, however, would limit long term financial stability as an annual
funding agreement would remain in place.
2. Retain RtW as an ALEO, but better align work with the council and other partners.
The panel heard alignment with an ongoing council-wide employability review is a
consideration as RtW delivers a significant portion of the employability
programme.
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3. Dissolve RtW and bring services in-house.
4. Dissolve RtW and cease service provision.
The panel heard option 3 brings challenges as RtW staff are on different terms and
conditions from council employees. Option 4 would result in cessation of a significant
element of the council’s employability activity which seeks to address poverty and
promote individuals’ health and wellbeing through supporting them into and thereafter,
sustaining employment
2.1.4 The panel was asked, and gave, their approval for the review team to further
investigate these options in more detail and to move the review to the next stage in
the process.
North Lanarkshire Municipal Bank
2.2

A Gateway Review of the Municipal Bank also took place on 31 May with the same
elected members and staff as the RtW review.

2.2.1 The review panel heard a presentation on the background and progress with the
review which is a comprehensive investigation into various areas of bank activity
including governance, financial and operational performance and service delivery.
The performance of the bank, relevant trends, stakeholder engagement and the
bank’s role in providing funds for the council are also under examination.
Only one other municipal bank was found still to be operational – the Clydebank
Municipal Bank operated by West Dunbartonshire Council. Two councils were found
to have recently closed their municipal banks: North Ayrshire and West Lothian.
2.2.2 The review team reported that the first three stages of the review: scoping, data
collection and analysis, engagement and consultation were complete. Although the
service assessment, prior to the options appraisal, was still to take place, the panel
noted that emerging options would be likely to include examining the potential merits
and constraints of retaining or ceasing bank operations, along with seeking to grow
the bank.
2.2.3 The panel discussed various aspects identified during the review including: trends in
banking; legislation restricting municipal bank services; reducing customer numbers
and account balances; the Bank of England instruction for credit unions to remove
funds from municipal banks; and, the potential reduction in First Stop Shop locations
through the council’s asset rationalisation proposals.
2.2.4 The panel was asked, and gave, its approval for the review team to further
investigate potential options in more detail and to move the review to the next stage
in the process.
2.2.5 The panel agreed to a flexible approach to the timeline given the complexity of the
work to be undertaken.
Follow-up Gateway Review Panel – 20 August 2019
2.3

A follow-up Gateway Review Panel was held on 20 August 2019 to advise members
of the outcomes of the separate options appraisal workshops for both RtW and the
bank. At this meeting, members received details of the procedure followed and the
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specific recommendations in relation to each service, including feedback from
customer consultation undertaken as part of the bank review. The top options for
RtW and the bank were noted and members noted that the final review reports would
be submitted to the Policy and Strategy Committee on 26 September 2019.
3.

Equality and Diversity

3.1

Fairer Scotland Duty
Individual Transformation and ALEO reviews may have an impact and this is
considered in advance of the options appraisal stage of the individual reviews, but
the Gateway Review element has no specific impact.

3.2

Equality Impact Assessment
As above, Transformation and ALEO reviews may have an impact but the Gateway
Review element has no specific impact.

4.

Implications

4.1

Financial Impact
No impact

4.2

HR/Policy/Legislative Impact
No impact

4.3

Environmental Impact
No impact

4.4

Risk Impact

4.4.1 The council’s corporate risk register identifies the potential for operational failure
within an ALEO as a key corporate risk. This may arise through a variety of factors
including for example: inadequate governance and oversight; ineffective financial or
operational performance; or, lack of alignment with the council’s priorities and
strategic direction. In addition to regular monitoring by council client officers, the
ALEO Review Programme helps to mitigate these risks by providing the mechanism
through which the council examines service delivery to ensure that the council’s
expectations are being met and the externalised delivery method remains the best
option for service delivery. The Gateway Review element of review activity provides a
further layer of external scrutiny, challenge and accountability and ensures that the
scope and focus of the reviews remain relevant and meet members’ expectations.
4.4.2 Gateway Review Panel members, at the meeting on 20 August 2019, noted that
detailed risk assessments had been undertaken as part of the options appraisal
stage of the individual reviews and the findings will be included in the separate review
reports referenced at 2.3 above.
5.

Measures of success

5.1

Elected Members are satisfied with the progress of reviews

5.2

Reviews achieve their intended outcomes.

6.

Supporting Documents
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6.1

Appendix 1 Transformation and Digitalisation Gateway Review Panel membership.

Katrina Hassell
Head of Business Solutions
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Appendix One
TRANSFORMATION AND DIGITALISATION GATEWAY REVIEW PANEL
MEMBERSHIP AS AT SEPTEMBER 2019

Member

Substitute(s)

Cllr Kenneth Duffy (Convener)
Cllr Louise Roarty

Cllr Paul Kelly

Cllr Paul Di Mascio

Cllr Jim Hume

Cllr Tom Fisher (Vice Convener)
Cllr Claire Barclay
Cllr Fiona Fotheringham
Cllr Trevor Douglas

Cllr Nathan Wilson

Cllr Paddy Hogg

To be advised

Marie Quigley
Joint Trade Union Representative

John Watson
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AGENDA ITEM 3

North Lanarkshire Council
Report
Transformation and Digitalisation Committee
☒approval ☐noting

Ref KH/LB/MO

Date 04/09/19

Contract Award for DigitalNL Systems Integrator Partner
From

Katrina Hassell, Head of Business Solutions (Chief Executives)

Email

HassellK@northlan.gov.uk

Telephone 01698 302235

Executive Summary
The DigitalNL Transformation Programme was approved at the Policy and Strategy
Committee on 21 March 2019, with the initial update in respect of the Programme
mobilisation considered by the Transformation and Digitalisation Committee on 15 May
2019.
In approving the DigitalNL Programme, committee noted transformation would require
significant changes to operational and customer-facing infrastructure, IT services and
culture. Delivery of this required the engagement of a specialist Systems Integrator Partner,
and procurement in respect of this commenced on 27 March 2019.
This report details the outcome of the procurement exercise, and seeks committee approval
to award the Systems Integrator Partner contract to Agilisys Ltd., as outlined in paragraph
2.6.

Recommendations
It is recommended that committee approves the award of the Systems Integrator Partner
contract to Agilisys Ltd., to a potential maximum value of £11.9m.

The Plan for North Lanarkshire
Priority

All priorities

Ambition statement

(18) Ensure our digital transformation is responsive to all people's
needs and enable access to the services they need

1.

Background

1.1

The DigitalNL aspects of the WE Aspire ambition and The Plan for North Lanarkshire
provide the council with an opportunity to become a leading digital authority in
Scotland.

1.2

The Policy and Strategy Committee of 21 March 2019 considered the Council’s digital
ambitions and the potential benefits available from this for employees, businesses,
communities and partners. Committee thereafter approved the digital activity required
to support our Live, Learn, Work, Invest and Visit ambitions.
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1.3

A key element of the approved digital activity is the engagement of a specialist
Systems Integrator Partner to build and implement the transformational technology
components which facilitate this ambition.

1.4

This report details the procurement process followed in respect of the Systems
Integrator, and seeks approval to award the contract to the organisation representing
the most economically advantageous tender.

2.

Report

2.1.

Mobilisation of a specialist team to implement the council’s digital transformation was
approved at the Policy and Strategy Committee on 21 March 2019. A Systems
Integrator Partner is a key component of this specialist team which, due to the level of
skills and experience required, had to be sourced externally.

2.2.

The value of the contract dictated that the contract award procedure be undertaken in
accordance with the Public Contracts (Scotland) Regulations 2015.

2.3.

A multi-disciplined team consisting of Business Solutions, Corporate Procurement.
Legal Services and the council’s Digital Business Partner conducted research to
determine the most suitable route to market. This was followed by market soundings
with the top four digital consultancy firms in the UK plus another six firms in the digital
consultancy market.

2.4.

The procurement PQQ for the Systems Integrator went live on the Digital Marketplace
on Wednesday 27 March 2019. Responses were returned on Wednesday 10 April
2019, with tenderers who satisfied the selection stage criteria progressing to the award
stage evaluation. Six candidates were identified for the tender stage.

2.5.

At tender stage a contract notice was published in the Official Journal of the European
Union (OJEU) and Public Contracts Scotland (PCS) portal to advertise the opportunity
to the six shortlisted bidders. The Tender was published on the Public Contract
Scotland portal on 22 May 2019 using the Digital Marketplace Digital Outcomes and
Specialists (DOS3) framework.

2.6.

The Evaluation Stage ran throughout July 2019 and concluded that Agilisys Ltd.
submitted the ‘Most Economically Advantageous’ tender. Appendix 1 summarises the
Procurement and Evaluation Process, with the Evaluation Outcome illustrated within
Appendix B.

2.7.

Three implementation work packages were defined within the tender, with bidders
required to submit a fixed price for each. A rate card was also requested to provide
certainty of cost for any additional works which may be required throughout the
contract period.

2.8.

Officers from Business Solutions will be responsible for managing the contract in
accordance with the council’s approved approach to Contract and Supplier
Management. In line with the procuring framework, the contract is of two years
duration, with an additional option to extend for up to six months. This is considered
an appropriate timescale for the System Integrator to deploy the foundational
components required to digitise council services.
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2.9.

Subject to committee approval to award the contract, the earliest possible
commencement date for the Systems Integrator Partner contract is likely to be 01
October 2019.

3.

Equality and Diversity

3.1

Fairer Scotland Duty
There are no requirements for an assessment under the Fairer Scotland duty arising
from this report. However, members are assured that The Fairer Scotland assessment
process will be undertaken as appropriate when designing services for customers,
businesses and residents.

3.2

Equality Impact Assessment
Specific equality impact assessments will be undertaken by council services as
appropriate when developing the phased implementation programme.

4.

Implications

4.1

Financial Impact

4.1.1 The contract has an estimated total value of £11.9m. Financial Solutions led the pricing
evaluation of the tender, and confirmed such is included within the indicative DigitalNL
investment levels approved at Policy and Strategy Committee in March 2019.
4.1.2 Any further work identified as necessary, outside the scope of the initial work packages
considered appropriate for the Systems Integrator Partner, will be based on the
submitted rate card, and considered by the DigitalNL Delivery Board in the first
instance as a costed work package to be managed within the maximum contract value.
4.2

HR/Policy/Legislative Impact
There is no HR impact arising from this report.

4.3

Environmental Impact
There is no environmental impact arising from this report.

4.4

Risk Impact

4.4.1. Effective identification and management of risk is considered critical to the success of
this programme. A comprehensive risk assessment and risk and issue log (RAIDE) is
being managed and monitored throughout the programme with high level risks and all
programme level issues being reported to the SRO and Delivery Board on a monthly
basis.
4.4.2. As part of the tender process bidders were asked to identify key programme risks on
a programme of this type, specifying how they mitigated against these in previous
engagements. These have been assessed and, where required, are incorporated into
the DigitalNL Programme RAIDE Log.
5.

Measures of success

5.1

This contract will provide an experienced delivery partner to develop, build and
implement the technology components which form the basis of our digital council
approach.
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5.2

Success of the contract will be evidenced through technology being efficiently and
effectively deployed, in an agile manner, to support new digital service delivery models
and solutions which meet the needs of modern businesses and communities.

5.3

Agilisys Ltd. have committed to delivering community benefits which include providing
placement opportunities for graduates of local colleges and universities on the
programme, investing in digital development within the Council area by providing an
online training portal, hosting technology innovation days for local schools and
colleges, and investing 0.5% of the revenue associated with the transformation
programme in technology capable of supporting young people residing within the
Council area.

5.4

Building upon the community benefits offering, better connected communities and
businesses, improved customer experiences, and availability of multi-skilled, agile and
flexible staff are all expected outcomes of the DigitalNL programme required to be
delivered jointly by the council and its specialist partners, including the Systems
Integrator.

6.

Supporting documents

6.1

Appendix 1 - Summary of Procurement and Evaluation Process

6.2

Appendix 2 - Evaluation Outcome

Head of Business Solutions
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Appendix 1

Summary of Procurement and Evaluation Process

Contract Title

A Systems Integrator to provide an
enterprise solution including Office365
and migration to cloud

Contract period adopted by the Council

Maximum of two and a half (2.5) years

Estimated total contract value

£11,900,000

Governing UK Procurement Regulation

Crown Commercial Services (CCS)
Digital Outcomes and Specialists 3
(DOS3) under the Public Contracts
(Scotland) Regulations which is a two
stage Procurement: Stage 1 - PQQ
Supplier Selection (shortlisting); and
Stage 2, Tender evaluation (ITT)

Contract award procedure adopted

Further competition from the Crown
Commercial Service Digital Marketplace
Digital Outcomes and Specialists 3
framework (RM1043.5)

Interest List – number of organisations
that downloaded the procurement
documents from the procurement portal
Number of Selection Questionnaires
received by response deadline
Number of organisations invited to
tender
Number of Tenders received by
response deadline
Number of non-compliant Tenders

24
12
6
3
0

Number of compliant Tenders
Number of Tenderers recommended for
contract award

3
1

Basis of contract award

Most Economically Advantageous
Tender

Evaluation criteria and weightings

Price 25%, Quality 70%, Cultural Fit 5%

Evaluation team

Internal officers supported by the Digital
Business Partner (PwC)
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Appendix 2

Evaluation Outcome
Selection Stage Evaluation Outcome:
Selection
Requirements Met?
(Yes/No)

Tenderer

Agilisys Ltd

Yes

Capgemini UK plc

Yes

Deloitte LLP

Yes

EntServ UK Ltd part of the DXC Technologies Group

Yes

Fujitsu Services Limited

Yes

Wipro Limited

Yes

IBM United Kingdom Ltd

No

Shaping Cloud

No

CGI

No

Incremental Group

No

Visionist

No

Insight

No

Award Stage Evaluation Outcome:

Total Score

Rank

Recommended
for Contract
Award
(Yes/No)

Agilisys Ltd

77.67%

1

Yes

Capgemini UK plc

66.66%

3

No

*Deloitte LLP

n/a

n/a

No

*EntServ UK Ltd part of the DXC
Technologies Group
*Fujitsu Services Limited

n/a

n/a

No

n/a

n/a

No

70.91%

2

No

Tenderer

Wipro Limited
*Did not submit a tender
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AGENDA ITEM 4

North Lanarkshire Council
Report
Transformation and Digitalisation Committee
☒approval ☐noting

Ref KH/YW/GR

Date 04/09/19

DigitalNL - Infrastructure
From

Katrina Hassell, Head of Business Solutions

Email

weiry@northlan.co.uk
reidg@northlan.co.uk

Telephone

Yvonne Weir, Enterprise
Manager 01236 632684
Grant Reid, Chief Technology
Officer 01698 520444

Executive Summary
Reflecting Programme of Work item P067 – Digital Economy and Place - this report sets
out the case for the council to invest in a world-class network infrastructure to provide
universal connectivity across North Lanarkshire with a view to driving forward economic
growth and tackling areas of digital exclusion. This will provide the supporting
infrastructure to enable the effective roll-out of the council’s DigitalNL transformation
programme, in line with the council’s Digital and IT Strategy.
Such significant activity needs to be of benefit to the Council, therefore an outline
business case was developed to identify how North Lanarkshire will benefit from the
increased connectivity this investment will achieve. With the outcomes of the business
case as its basis, the report recommends delivery through a partnership model, at an
indicative cost over a 10-year period to the council of £17.7m.
The economic impact assessment for this preferred option is anticipated to result in a
gross economic benefit to North Lanarkshire of circa £61.7m over the 10-year period.
The partnership model proposed achieved the highest benefit cost ratio in the
assessment, even upon sensitivity testing with results estimated for every £1 spent by the
council, there would be £3.70 of benefits delivered to North Lanarkshire as a whole by
increasing output, increasing access to employment opportunities, and improving health
and social mobility, plus a series of other positive outcomes.
The report seeks approval to commence formal market engagement under a partnership
model to secure a network connectivity partner who will invest jointly through a
competitive dialogue process to develop a world-class digital infrastructure in North
Lanarkshire.

Recommendations
It is recommended that the Transformation and Digitalisation Committee:
1) Note the contents of the Report and benefit to North Lanarkshire arising from
this investment, and
2) Approve the commencement of formal market engagement to engage a
connectivity partner through a competitive dialogue process, as outlined in
paragraphs 2.30 and 2.31.

Page 17 of 56

The Plan for North Lanarkshire
Priority

Improve economic opportunities and outcomes

Ambition statement

(5) Grow and improve the sustainability and diversity of North
Lanarkshire's economy

Priority

Enhance participation, capacity, and empowerment across our
communities
(18) Ensure our digital transformation is responsive to all people's
needs and enable access to the services they need

Ambition statement

Priority

Improve North Lanarkshire's resource base

Ambition statement

(24) Review and design services around people, communities, and
shared resources
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1.

Background

1.1

The council’s DigitalNL transformation programme has three key aspirations: to
digitise council services, upskill staff and residents, and stimulate economic growth. It
has been recognised within the Council’s Digital and IT Strategy that the
development of a digital economy and place will improve connectivity within North
Lanarkshire’s communities and support inward investment and economic
regeneration. Through digital transformation and responding to technological change,
North Lanarkshire can become a SMART region to Live, Learn, Work, Invest and
Visit.

1.2

The Digital and IT Strategy has identified that digital transformation both internally
within the council and externally across North Lanarkshire is central to the council
achieving its priorities and ambitions within The Plan for North Lanarkshire. The
council requires to effectively embrace, expand and use technology to ensure council
services are designed and delivered to support the changing needs of local
communities and businesses.

1.3

The Strategy also outlines the need to implement a state of the art public Wi-Fi
network in key council buildings, facilitate 5G coverage, providing the foundations on
which we can transform residential areas into Smart Towns and connect them to
innovative services that help reduce demand and support priorities. It further
identifies that we require to enable ’the internet of things’ as standard across our
homes, streets, communities and towns. To achieve this, a world-class digital
infrastructure which provides universal and affordable connectivity is required.

1.4

An initial piece of work was carried out in late 2018 to produce a Digital Economy and
Place Ambition report for North Lanarkshire as part of the Digital NL programme. The
Digital Economy and Place Ambition aims to improve connectivity within the council’s
own estate and our communities in order to support inward investment and economic
regeneration through the following three strategic objectives:

1.5

•

Smart People, Health and Education – eliminating areas of low connectivity,
increasing access to education, and training. Tackling inequalities and exclusion.

•

Smart Economy and Digital Jobs - creating an environment that fosters
innovation and makes new digital markets and delivery models possible. Pulling
down structural barriers to growth.

•

Smart Living and Working – providing the underlying infrastructure to support
people living and working in a Smart and Digital way

To achieve the three strategic objectives, four key inter-related projects were
identified:
•
•
•
•

Project 1 - Delivery of a world class digital infrastructure
Project 2 - Digital Business
Project 3 - Digital Skills and Inclusion, and
Project 4 - (Commercialisation of) Data.

This report focusses on the delivery of Project 1 which, as recognised in Programme
of Work item P067 – Digital Economy and Place – approved at Policy and Strategy
on 21 March 2019, is critical to the effective delivery of the other projects and the
wider roll-out of the DigitalNL transformation programme.
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1.6

In order to achieve a world class digital infrastructure, it has been recognised that
there requires to be large scale improvements to both the council’s own digital
infrastructure and the wider network which will greatly assist in driving forward
economic growth and tackling areas of digital exclusion caused by rural isolation or
deprivation.

1.7

Whilst improvements to the wider North Lanarkshire digital infrastructure have been
undertaken both commercially and through the rollout of the Digital Scotland
Superfast Broadband programme, there remain pockets of low connectivity and in
some areas there has been a low take-up of available services. In addition to this, the
current network infrastructure for the wider North Lanarkshire is not fully connected to
the council’s own infrastructure which now requires to be upgraded to meet the future
digital and connectivity requirements of the council. By combining these two areas
into an innovative, integrated solution, the council can enable universal connectivity
across North Lanarkshire for its residents, communities and businesses, and
simultaneously provide the integrated digital infrastructure backbone required for the
council’s current and future estate and the deployment of smart towns/homes.

1.8

This report outlines and presents the rationale and findings of the outline business
case which highlights the significant benefits that investment in a world-class digital
infrastructure and the provision of universal connectivity would provide to North
Lanarkshire over the next ten years. Reflecting P067 of the Programme of Work, the
report also seeks approval to engage with the market to secure a network
connectivity partner to jointly invest in the infrastructure and supporting activity
required to achieve this.

2.

Report

2.1

Following completion of the initial Digital Economy and Place Ambition report, the
council has worked with its digital partner, PwC to develop an outline business case
to explore options to enable the creation of a world class digital infrastructure.
Specifically the outline business case has identified the need to develop a new
network infrastructure that will provide universal connectivity across North
Lanarkshire to drive economic growth and tackle economic exclusion as well as
address the current limitations of and to connect to the council’s own digital
infrastructure.

2.2

The outline business case considered in detail the following areas:
•

•
•
•
•

Strategic Case – setting out the rationale to support the proposed investment,
covering vision, outcomes, capability model, service delivery model and options
overview.
Economic Case – setting out an options appraisal of the proposal covering socioeconomic benefits and impacts of the proposed options.
Financial Case – setting out the cost model used and associated financial
benefits of the proposal
Commercial Case – setting out the procurement strategy which would enable the
execution of the proposal
Management Case – describing the plan, governance and team requirements to
implement the proposal.

Page 20 of 56

THE CURRENT COUNCIL INFRASTRUCTURE
2.3

The Council has approximately 240 leased line services that form the majority of its
Wide Area Network (WAN). This is currently provided by Capita via the SWAN
service that was established by the Scottish Government in 2014. However, following
approval by the Transformation and Digitalisation Committee on 15 May 2019, the
majority of this provision is in the process of being novated to the underlying service
provider Virgin Media, on a 2 year contract. A small selection of services will remain
with SWAN where it is financially and operationally advantageous. This has the
additional benefits of retaining SWAN as a possible DigitalNL Infrastructure provider
and retains access to the SWAN Value Add Service catalogue.

2.4

These actions are an interim measure whilst the Business Case for the wider
DigitalNL infrastructure agenda is understood, considered, approved and procured as
appropriate, and ultimately implemented. This interim solution provides a short term
operational uplift on service provision predominately to aid the curricula delivery
within our educational establishments, but makes no provision for change to the
underlying network design.

2.5

The existing corporate network design has been in place for some ten years.
Although it has undergone change during this period, the underlying fundamental
design, (ring and star, dependent upon core council buildings, with centralised
common breakout) has remained. During this time both the IT industry and service
user requirements have significantly changed, with cloud services, staff mobility,
connectivity options and the rise in digital curricula in particular being key drivers for
council change. However these changes only reflect service change, the other major
factors driving the outline business case are strategy and efficiency.

2.6

The strategy behind the previous design was one that accommodated the sole needs
of the council at that time. It did not look to influence solutions for the wider
connectivity requirements of its residents and local businesses. Similarly its internal
focus was siloed and considered only traditional networking requirements. These
requirements have changed and grown and will continue to do so as the
development and adoption of connected devices, the “Internet of Things” and 5G,
become common place.

2.7

This new strategy embodies both the ethos of the DigitalNL objectives and aligns
with “The Plan for North Lanarkshire”. It looks to build a digital infrastructure that not
only meets the changing needs of council services, but also to use its requirement to
influence the connectivity infrastructure across the council to the benefit of its
residents and local businesses. Further, in doing so, it provides not only a strong
connectivity foundation but a structured enabler for future innovation in the delivery of
council services, which will aid the adoption of proactive council services built upon
enhanced data driven decisions enabling greater efficiency.

THE WIDER NORTH LANARKSHIRE DIGITAL INFRASTRUCTURE
2.8

Since 2012, the Scottish Government‘s Digital Scotland Superfast Broadband
(DSSB) programme has been putting in place the foundations of a superfast
broadband infrastructure throughout North Lanarkshire, which the forthcoming
“Reaching 100% programme” (R100) will build upon over the next three or more
years. This accompanied by commercial roll-out has resulted in 98.1% of premises
as at the end of March 2019 in North Lanarkshire having the ability to gain access to
superfast broadband (at least 24 Mbps). However, of the 28,303 properties
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supported through the DSSB programme, only 56.53% have taken advantage of
those services. This is in part due to the lack of affordable connectivity and/or lack of
access to devices.
2.9

Furthermore, 97.3% of the roll-out in North Lanarkshire has been delivered through
"Fibre to the Cabinet" (or variations on FTTC technology), with “Fibre to the Premise”
only accounting for 2.7% of deployment. The use of copper cables from the cabinet
to properties leads to performance issues for properties that are too far from the
cabinet.

2.10

Despite the ongoing investment, there remains pockets of digital exclusion for both
residents and businesses across North Lanarkshire. In particular, the current
infrastructure does not extend fully to rural communities exacerbating issues
experienced through rural deprivation and isolation.

2.11

Whilst the ongoing roll-out of programmes such as DSSB and R100 will enable more
properties should they wish to and can afford to access broadband services, it is not
fully connected as outlined above to the council’s infrastructure and does not address
the issue of universal connectivity.

THE VISION AND KEY OUTCOMES FROM UNIVERSAL CONNECTIVITY ACROSS
NORTH LANARKSHIRE
2.12

A core element of the outline business case has been identifying some of the key
features of the vision for universal connectivity in North Lanarkshire. This vision has
the ambition that all North Lanarkshire residents, employees and businesses could
access internet connectivity irrespective of their financial context or geographical
location.

2.13

This vision can be defined across the following three areas:

2.14

•

Universal – availability of a high speed connectivity network across North
Lanarkshire. As part of this universal connectivity, the network will also provide
an integrated backbone for the future public sector estate (including future
community hubs, schools and council buildings) and the deployment of smart
towns/homes.

•

Additional – Within the universal connectivity, additional access would cater for
enhanced connectivity for current and future assets which support initiatives such
as Digital Learning) e.g. within community hubs. This will also help businesses to
make the most of high speed connectivity and should lead to growth across a
wide range of economic sectors within North Lanarkshire.

•

Intensive – Intensive access caters for the provision of connectivity to those who
most need it. This includes basic connectivity for North Lanarkshire’s most
deprived communities via the universal offering.

There are a range of key direct and indirect outcomes that are anticipated to be
delivered through the proposed investment. These include:
•

Economic growth – Increased economic output/GVA, increased business
start-ups and survivability, increased number of businesses investing in North
Lanarkshire, increased earnings of people who both live and work in North
Lanarkshire, growth and improved sustainability and diversity of North

Page 22 of 56

Lanarkshire’s economy, increased innovation and digital capability within the
local business base, improved utilisation and availability of high quality data.
•

Social and healthcare - Reduced number of children and their families living
in poverty, creation of connected, viable and sustainable town centres,
improved independence and quality of life of our residents, improved
connectivity across North Lanarkshire with a focus on rural areas and areas of
high deprivation, provision of the infrastructure to support the delivery of
digital health and social care services, including the use of efficient
centralised and home based sensors (IoT devices).

•

Skills development and employability - improved economic outcomes for
local people, and in particular those who are most disadvantaged, increased
number of residents in employment, improvements to the further education
and employment prospects of our young people, and increased skills and
qualification levels of the North Lanarkshire workforce.

•

Attracting investment to North Lanarkshire making it more attractive to live,
learn, work, invest and visit.

THE TECHNICAL SOLUTION
2.15

Market review and development of the outline business case has established that
there is no single technical solution that would meet the current and future needs of
universal connectivity. It is understood that layers of complementary connectivity
technologies such as 5G, fibre and low power radio wave as well as current
technologies such as copper wires, 4G and satellite broadband, will be meshed;
creating an ubiquitous connection layer facilitating the right sized communication for
a variety of requirements.

2.16

The future network infrastructure is critical to provide universal access for North
Lanarkshire. Building on this, the infrastructure can be an enabler to realising many
more benefits. These include, the delivery of ‘Smart’ services to homes and
businesses across North Lanarkshire including initiatives such as health monitoring
devices, smart boilers or smart lighting and other uses which can enrich the lives of
residents, identify efficiency savings, support climate initiatives and allow the council
to deliver on its overall DigitalNL and other goals.

2.17

Layered on top of the core infrastructure will be the ability to deliver the Internet of
Things in North Lanarkshire through Internet of Things (IoT) Gateways and devices.
These will be enablers for our Smart Towns and key providers of data that will inform
decisions about the delivery of Council services.

2.18

A phased approach to implementation will be required to prioritise areas of high
deprivation, low connectivity and rural exclusion. This must be done minimising the
financial impact to the Council whilst recognising the commercial motivations of
suppliers. However a balanced view to new infrastructure where it is needed most,
whilst maximising the return on investment is achievable, with the right planning and
the correct partner.

2.19

There is reasonable evidence to suggest that adopting a holistic and joined-up view
across the council with regards to connectivity infrastructure, the market can be
influenced positively to the benefit of the DigitalNL agenda. Indeed it is foreseeable
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that additional revenue streams may be exploitable through the licensed use of
council street furniture and buildings.
OPTIONS ANALYSIS
2.20

2.21

A range of technical solutions and delivery models have been evaluated. For the
choice of technical solution options, there was only one option able to meet
requirements – a hybrid model – meaning different types of technologies would need
be deployed to deliver universal connectivity. Against this, four commercial options
were developed and appraised to identify the model which would deliver the
maximum value benefit for the Council. The four commercial models which have
been considered are as follows:
•

Do Nothing – whereby some enhancements would be delivered through external
government schemes and market forces but the full vision would not be achieved

•

Partnership Model – whereby the council would set-up a partnership with a
vendor/network partner to jointly deliver the council’s vision of universal
affordable connectivity with both the vendor and the council investing in the
solution.

•

Buy-It Model – whereby the council would procure the required services from the
market to deliver the council’s vision of universal affordable connectivity.

•

Build-It Model – whereby the council would build its own network.

Each of the commercial models were evaluated against 5 criteria: cost, revenue
opportunity, ease of delivery, socio-economic benefits and risk. The result of the
options appraisal was that a partnership model was the preferred option.

THE ECONOMIC AND FINANCIAL CASE FOR INVESTMENT
2.22

The Economic Case was also considered within the Outline Business Case to
provide an assessment of the wider economic and social benefits. The benefits were
compared against the costs of three delivery options being considered (partnership,
buy-it, and build-it). These benefits were also compared against a ‘do nothing’
scenario whereby the council does not invest in the proposed infrastructure
programme. This approach is standard industry best practice when assessing the
economic case of any public sector investments.

2.23

An input-output model was developed which allowed the core benefits to be
quantified. The model considered three channels of impacts:
•

•

•

Direct benefits from the council’s potential investment such as (short-term) jobs
created which are directly related to the infrastructure programme (demand-side
effects)
The effects such investment would have on businesses (such as the take up of
broadband and adoption of new technologies leading to higher productivity) as
well as new businesses setting up or investing in North Lanarkshire (known as
supply-side effects).
Household effects such as increased take-up of broadband in North
Lanarkshire’s households, giving access to online services (including education
and healthcare services) and creating opportunities for people to set up
businesses and/or work from home.
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2.24

Each of these channels will have an overall impact on employment and economic
output (Gross Value Added - GVA) across North Lanarkshire as well as impacts on
people’s wellbeing resulting from so called ‘household effects’.

2.25

The overall outcome of the economic assessment is summarised in the table below
alongside the benefit cost ratio calculated over a ten year return period.
Delivery
Model
Partnership
Model
Buy it Model
Build it Model

Estimated
Council Spend
(Costs)*
£16.5m

Estimated Impacts
(Direct Benefits +
Wider Benefits)
£61.7m

Benefit Cost Ratio

£37.7m
£47.9m

£75.7m
£85.9m

2.0
1.8

3.7

(* Note: The economic model has used a discounted cost to bring future costs in line with
today’s prices for the purpose of calculating the economic benefit)
2.26

The above table shows scope for all delivery models to provide a positive return on
the Councils investment. However, the Partnership model delivers best value with
around £3.70 of benefits delivered throughout North Lanarkshire for every £1 spent.

2.27

Based purely on the economic case, the cost-benefit analysis would recommend
pursuing a Partnership delivery model at this stage due to this producing best value
of the three proposed delivery models tested.

PROCUREMENT OF THE INFRASTRUCTURE SOLUTION
2.28

Given the complexities of the proposal, the procurement will require to be outcomedriven, enabling the knowledge and experience existing within the market to dictate
the technical make-up of the solution.

2.29

Soft market testing has indicated that the market would be able to support the
proposed service delivery model. A number of suppliers have been engaged in
outcome-focussed discussions to verify the feasibility of implementation against the
wider vision. These discussions have been positive in relation to the ability to deliver
against the vision.

2.30

The first stage of the procurement process will involve a Prior Information Notice
(PIN) being released to the market, containing details of the intended procurement
alongside the proposed partnership model. Following formal market engagement
through the PIN, the council will be in a position to make an informed decision on
whether there is market support for this type of model. Should there be insufficient
support, it is recommended that a buy-it model would be considered.

2.31

The outline business case also considered options for routes to market for any
subsequent procurement process focussing on either a restricted procedure, a
competitive dialogue or utilisation of existing frameworks including the current SWAN
framework. Based on an evaluation of the potential routes to market, it is
recommended that a bespoke competitive dialogue route should be followed. This
would enable the council to work with potential network suppliers to turn high level
outcomes into an innovative technical solution alongside negotiating contractual and
financial terms. It would also ensure that the best of the knowledge of the market is
brought to the council to develop the best technical solution to meet current and
future requirements.
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MANAGEMENT CASE
2.32

Given the complexities of the procurement, a draft programme structure has been
outlined to consider the management of the procurement process, delivery and rollout. The programme will require effective reporting and governance and close
management of the risks throughout with a focus on achieving the wider outcomes.

2.33

A programme board will be required aligned to the current DigitalNL Board. A NLC
Programme Manager will also require to be in place to oversee the process
supported by a Design Lead, Implementation Lead and Business Change Lead. The
high level team would require to work closely with the network connectivity partner as
well as services across the council.

CONCLUSION
2.34

In implementing the proposals within this paper, the council, residents and
businesses within North Lanarkshire will benefit from significantly from improved
connectivity and enable North Lanarkshire to drive forward its ambition to be the
place to live, learn, work, invest and visit. The underlying investment in digital
infrastructure will help to drive economic growth and tackle areas of digital inclusion
within North Lanarkshire. It will also accelerate the roll-out of 5G within North
Lanarkshire which requires a fibre backbone and will enable the adoption of
technologies linked to SMART towns and homes, and the Internet of Things.

3.

Equality and Diversity

3.1

Fairer Scotland
Under the Fairer Scotland Duty, the future digital infrastructure and requirement for
universal connectivity will actively consider how the council can reduce or eliminate
inequalities caused by digital exclusion alongside socio economic disadvantage.
Providers will be required to address access and affordability to digital services and
resources.

3.2

Equality Impact Assessment
None has been undertaken for the purposes of this report. A full Equalities Impact
Assessment will be carried out to ensure that the solutions provided have equality of
opportunity at their core.

4.

Implications

4.1

Financial Impact
A costing model was considered to estimate the indicative costs of each of the
proposed options based on a geographic approach and using current market
benchmarks for equipment, fibre, civil work and the costs of managed services.
If progressed, funding will be required from either the Council’s capital programme or
the Community Investment Fund to support the infrastructure and transformation
aspects of the programme..
Whilst consideration will be given to potential grant funding opportunities available to
the council to support the programme, the estimated cost of this partnership model is
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£17,777,455 over a 10-year period. Funding levels, including the estimated recurring
revenue cost of the managed service, are detailed below
Deliverables
Infrastructure – spread over 3 years

Estimated Total Cost
£6,944,250

Transformation Costs – spread over 3 years

£1,500,000

Managed Services (recurring revenue) – spread over
10-years
Total

£9,333,205
£17,777,455

It should be noted that the overall cost of the infrastructure requirement across all the
models (including the partnership model) is anticipated to be £27,777,000. A major
advantage of using a partnership model is the ability to attract infrastructure
investment from the partner, which foresees the Council contributing circa.
£6,944,240 (25% of the total cost of the required infrastructure), and the remaining
75% being invested through the network connectivity partner.
In relation to the managed services (recurring revenue cost) which equates to circa.
£933,321 per annum, the Council currently spends in the region of £950,000 per
annum to maintain its current levels of WAN infrastructure.
4.2

HR/Policy/Legislative Impact
The management case has recommended the need for a dedicated team to be in
place to work closely alongside the network connectivity partner. This would require a
Programme Manager, a Design Lead, an Implementation Lead and a Business
Change Lead. The requirements for these posts will be fully considered and posts will
be subject to job evaluation. The posts will either be recruited in line with the
Council’s policies or met from existing resources or through secondments.
Given the complexities of the design of the requirements and delivery through a
partnership approach and a competitive dialogue procurement process, support will
be required in the areas of legal and procurement.
Advice will also be taken, as appropriate and required, on any legislative and state
aid implications which may arise.

4.3

Environmental Impact
The project will require to implement new physical infrastructure. Contractors will be
required to minimise environmental impact during the implementation phase.
Following the input of new physical infrastructure, there is not anticipated to be any
negative environmental impact.

4.4

Risk Impact
A risk assessment of the proposal was undertaken as part of the Outline Business
Case. The key risks and associated mitigating actions, detailed within Appendix 1,
are summarised as follows:
•
•
•
•

Funding – There is a risk that the cost and funding estimates are too low.
Supplier Capability– There is a risk that external suppliers may not have the
ability to deliver the whole vision
Legislation change – There could be changing obligations for broadband
provision
Costs / benefits – There is a risk that the assumptions may not be fully realised
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•
•
•

Lack of buy in by services to utilising the network partner
Misalignment with current and future programmes of work (Enterprise Contract,
R100, Other Programmes)
State Aid – There is a risk that free connectivity might not be legally possible
within some areas of North Lanarkshire

5.

Measures of success

5.1

The main measure of success will be the implementation of a world-class digital
infrastructure for North Lanarkshire. In line with the outcomes identified above,
systems will be put in place to measure the impact of the digital infrastructure and the
supporting programmes put in place to maximise its direct benefits and wider
outcomes.

6.

Supporting documents

6.1

The Digital Economy and Place Ambition Report, Digital and IT Strategy and Outline
Business Case for the Network Infrastructure are all available on request.

Head of Business Solutions
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Outline Business Case – Risk Assessment Summary
Appendix 1
Risks Identified within the Outline Business
Case
• Funding – There is a risk that the cost
and funding estimates are too low
•

•

•

•

•

•

Suggested Mitigation within Outline Business
Case
• Complete market validation of cost
estimates before finalising and
allocating a programme budget
Supplier Capability– There is a risk that • Establish clear requirements as part of
external suppliers may not have the
the procurement process so that
ability to deliver the whole vision
potential suppliers can assess the
feasibility with confidence
Legislation change – There could be
• Monitor legislative changes to
changing obligations for broadband
understand and mitigate any future risk
provision
to the chosen model and delivery
mechanism
Costs / benefits – There is a risk that
• Take a prudent approach to benefits
the assumptions may not be fully
management
realised
• Maintain single post tracker within
programme
• Implement robust change request
process
• Embed transformation targets in
corporate objectives
Lack of buy in by services to utilising the • Establish leadership commitment at
network partner
outset so connectivity services procured
are consumed across the council and
no shadow procurement takes place
• Implement comprehensive engagement
and communication plan
Misalignment with current and future
• Align with the Plan for North
programmes of work (Enterprise
Lanarkshire and associated Programme
Contract, R100, Other Programmes)
of Works and strategies
• Establish one programme plan –
mapping dependencies
• Make use of programme board to
communicate plan and get services onboard the connectivity roll-outs
State Aid – There is a risk that free
• Consult with NLC’s legal advisors to
connectivity might not be legally
establish the level of connectivity that
possible within some areas of North
can be delivered for free in different
Lanarkshire
areas, without qualifying as a State Aid
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AGENDA ITEM 5

North Lanarkshire Council
Report
Transformation and Digitalisation Committee
☐approval ☒noting

Ref KH/LB/MO

Date

04/08/19

Progress Report on the DigitalNL Transformation Programme
From
Email

Katrina Hassell, Head of Business Solutions
hassellk@northlan.gov.uk

Telephone 01698 302235

Executive Summary
The DigitalNL Transformation programme is being taken forward through the two complementary
projects – Digital Council and Digital Economy & Place (SmartNL) – detailed within the full
business case approved by the Policy and Strategy Committee on 21 March 2019.
Both projects are progressing well, with detailed reports in respect of the specialist Systems
Integrator Partner (Digital Council) and DigitalNL Infrastructure (Digital Economy & Place/Smart
NL) reported as separate agenda items for consideration and approval, as appropriate.
In approving the DigitalNL programme and indicative five-year investment, Policy and Strategy
Committee considered an illustrative work package for the first year of the programme. This report
provides committee with an update regarding work package activity completed to date and,
reflecting the DigitalNL Stakeholder Engagement and Communication Plan approved at
Transformation and Digitalisation Committee on 15 May 2019, illustrates actions taken and
planned to involve employees and residents in designing services to reflect need rather than
existing Council structure and process.

Recommendations
The Transformation and Digitalisation Committee is requested to note:
1. Progress to date in delivering year one of the DigitalNL Transformation Programme, and
2. Engagement underway to involve stakeholders in designing services which are
responsive to people’s needs.
The Plan for North Lanarkshire

The Plan for North Lanarkshire
Priority

All priorities

Ambition
statement

(18) Ensure our digital transformation is responsive to all people's
needs and enable access to the services they need
(19) Improve engagement with communities and develop their
capacity to help themselves
(23) Build a workforce for the future capable of delivering on our
priorities and shared ambition
(24) Review and design services around people, communities, and
shared resources
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1.

Background

1.1

We Aspire was approved by the former Policy & Resources Committee in September
2018 to promote and invest in activities that deliver on the principles of Live, Learn, Work,
Invest and Visit. Through the DigitalNL aspects of this ambition, the council has an
opportunity to become a leading digital authority in Scotland, and to redesign service
delivery to adapt to and mitigate against the impact of rising service demand and
decreasing resources.

1.2

The Policy and Strategy Committee of 21 March 2019 considered the Digital ambition for
the council, illustrative transformational benefits available to employees, businesses,
communities and partners, and the indicative investment required to realise these
transformational benefits. Following consideration, committee approved the digital activity
required to support the ambition of becoming the place to Live, Learn, Work, Invest and
Visit.

1.3

The Transformation and Digitalisation Committee considered progress against the early
mobilisation activity of the DigitalNL Programme on 15 May 2019. In tandem with the
separate agenda items in respect of the System Integrator Partner and DigitalNL
Infrastructure proposals, this report advises members of the current status of the year one
work packages, and the governance arrangements in place to facilitate timely delivery and
cost/benefit monitoring.

2.

Report

2.1.

The report to Policy and Strategy Committee (March 2019) identified a requirement to
potentially mobilise circa. 25-30 different work packages within the first year of the
DigitalNL programme, using a blend of in-house skills and specialists partners. Appendix
1 illustrates two work packages have concluded, with a further ten (circa.) well progressed,
and others dependent upon successfully engaging the specialist System Integrator
resources. In summary, activity thus far has focussed on:











Assessing the impact Microsoft 365 will have on council operations;
Preparing the business case regarding DigitalNL Infrastructure;
Procurement of the System Integrator Partner;
Embedding technical delivery requirements essential to digital architecture into
business as usual programme governance;
Implementing self-service/online transaction capability within the council tax system;
Identifying opportunities to improve internal data sharing;
Identifying customer correspondence which can be simplified or digitised;
Developing a business model for front and back office processes, identifying the skills
and training required to effectively deploy new digital technologies;
Assessing business processes likely to benefit from automation, building a proof of
concept model for the “top” process, and
Evaluation of the existing council website from an ease of use/customer perspective.

2.2.

Engagement with stakeholders is fundamental to the success of the DigitalNL programme,
therefore work undertaken to date on the above work packages has largely focused on
engaging with services to identify the training needs and business change requirements
necessary for implementing the office productivity suite (Microsoft 365), developing a
future operating model and delivering opportunities which can demonstrate early benefit.

2.3.

As outlined separately on the agenda, there has also been a significant focus on procuring
the Systems Integrator Partner and finalising the network and DigitalNL infrastructure
business case (SmartNL), as both are crucial to the effective delivery of this whole council
transformation Programme.
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2.4.

The following paragraphs aim to provide a flavour of the key progress and achievements
realised from the year one work packages.

Office Productivity Planning
2.5.

The Microsoft Office 365 (M365) planning and assessment phase is now complete, and
various design documents are now available to facilitate the successful implementation of
M365 following engagement, as appropriate, of the System Integrator from October 2019.

2.6.

To aid successful implementation, five persona types were developed during workshops
with the Council’s Digital Transformers. These personas informed the Training Needs
Analysis (TNA) and Business Change Plan (BCP) documents which will guide
implementation of the new ways of working, using M365, across the organisation.

2.7.

The Training Needs Analysis was developed jointly by the DigitalNL and Training and
Organisational Development teams. With this TNA aiming to build a digital ready
workforce, it dovetails into the Digital Workforce and Skills Programme of Work (P062),
and will facilitate, in the first instance, future training being tailored and aligned to the
differing needs of employees.

Future Operating Model and Digital Workforce Strategy
2.8.

Members are aware from previous reports that implementing DigitalNL will significantly
change operational and customer-facing infrastructure, IT services and culture. The report
approved at Policy and Strategy in March 2019 highlighted this would be undertaken on
an iterative and collaborative basis, with a proposed Future Operating Model developed
to improve the efficiency of key front and back office functions and processes.

2.9.

Focussing on the potential impact which different models can have on process,
organisation, people, information and technology, the DigitalNL team facilitated 50+ crossservice workshops during June and July 2019.
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2.10.

The overall outputs from these workshops informed a draft Digital Workforce Strategy and
range of principles and outcomes essential for delivering effective front and back office
functions. Like the training needs analysis referenced in paragraph 2.7 above, the draft
Digital Workforce Strategy, covering culture, technology, training, career progression,
governance and communication, needs to align with the Digital Workforce and Skills
Programme of Work being developed for consideration by the Finance and Resources
Committee later this year.

2.11.

Turning to the proposed operational arrangements, it is envisaged that the Front Office
will for example have central responsibility for all initial customer contact into the council,
incoming payments and appointment bookings. Such a model will of course be developed
to take account of differing service needs, and initial customer contact channels which
include online, web chat and phone.

2.12.

Going forward, back office functions will be designed to take advantage of standardised
processes, available technology and opportunities available to multi-skill employees. By
way of context, back office functions relate to general administration,
procurement/commissioning, HR and payroll, with the proposed model recommending
delivery ranging from largely devolved (general administration) to centrally controlled
(payroll).

Robotic Process Automation (RPA)
2.13.

Services are currently performing high-volume, repetitive and manually intensive tasks on
various systems, but through embracing the technological innovation available from RPA,
could eliminate data entry errors, improve completion times, and create opportunities to
deliver financial savings.

2.14.

With this in mind, discussions took place with services to identify opportunities to test RPA
capabilities. A pilot process was identified within Financial Solutions, with officers now
working with the DigitalNL team to build a fully functional, automated proof of concept that
demonstrates RPA can deliver benefit and efficiency for council activity.

Accelerated Opportunities
2.15.

Channel shift is a key enabler of transformation that seeks to enable residents and
customers to complete transactions online without having to contact the Council. Through
the extensive engagement undertaken as part of the initial phase of the Programme,
Financial Solutions identified an early realisable channel shift for council tax. Opportunities
exist within Civica OPENPortal to progress developments which enable residents to use
self-service to pay council tax, apply for council tax discounts and check outstanding
council tax balance.

2.16.

These developments have been progressing in recent months, and are currently
undergoing final business testing, with a view to launching the new online service for
citizens’ by end of August 2019. To facilitate a successful launch and encourage adoption,
a communications plan, utilising channels such as social media, newsletters and physical
posters is being finalised.

2.17.

A Data Sharing, Information Management and Security work package is currently
underway to improve sharing of customer data across services, with a view to improving
customer experience and minimising the time involved for multi-service processes to be
finalised. This project also dovetails with the planned reviews of the Council’s data
protection and information governance policies.
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2.18.

Aligned to Programme of Work item P072 - Digital Business Intelligence Model - the
Council aims to build upon the work currently being undertaken within the Data Sharing,
Information Management and Security work package and ultimately design a business
intelligence hub which enables data driven analytics, forecasting and decision making.

2.19.

This hub will ensure there is a single version of the truth for corporate performance
information, and with coverage envisaged council-wide, will facilitate improved corporate
reporting and data management. Work to procure the technical aspects of this solution will
commence following the implementation of the digital platform by the System Integrator
Partner early 2020.

2.20.

An analysis of existing customer correspondence, primarily into First Stop Shops,
indicates many contact the council because they find the letters and forms issued to them
confusing and difficult to complete/understand. With a view to making our communications
easier to understand, and reducing unnecessary contact with the council, a range of letters
and forms were jointly redesigned by services and residents. The customer panels
engaged as part of this process welcomed the opportunity to influence the new direction
of travel, positively confirming that plans to engage stakeholders in designing services
responsive to their needs can lead to better customer outcomes and adoption.

Additional Communication and Engagement Activity
2.21.

Building on planned stakeholder engagement, the council is innovating how it
communicates with staff by encouraging the use of the existing Yammer platform. This is
proving to be an effective solution for connecting our workforce and enabling the cross
sharing of ideas and expertise. Currently the site has 1,100 users and from May-July 2019,
users posted 563 messages - more than double the number recorded in the first quarter
of the year. The Chief Executive and Executive Director of Enterprise and Communities
are embracing this communications channel, with both recently hosting open chat forums
with staff.

2.22.

An early evaluation of the council’s website is underway to gain a better understanding of
the usability and customer experience it provides. Consultation is ongoing with staff and
residents to provide insight, and inform the future developments required to ensure the
website contains useful content and is easy to use.

3

Equality and Diversity

3.1.

Fairer Scotland
There are no requirements for an assessment under the Fairer Scotland duty arising from
this report, however, members should be assured that The Fairer Scotland assessment
process will be undertaken as appropriate when designing services for customers,
businesses and residents.

3.2.

Equality Impact Assessment
Specific equality impact assessments will be undertaken by council services, as
appropriate, when developing the phased implementation programme.
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4

Implications

4.1.

Financial Impact
Indicative five-year investment of £28.8m was approved in respect of this programme by
the Policy and Strategy Committee in March 2019, alongside a high-level Financial
Funding Model. Both have recently been reviewed and refined by Financial Solutions, with
the year one budget for the Programme now agreed and built into the council’s overall
budget monitoring processes and controls.
Further information and costings in respect of the programme will be submitted to
committee as projects progress, with the full financial impact duly considered within the
council’s future short and longer-term financial planning assumptions.

4.2

HR/Policy/Legislative Impact
There will be changes to some employee roles as a result of the DigitalNL programme.
The DigitalNL team continues to collaborate with the People and Organisational
Development (POD) Team regarding early stakeholder engagement and consultation, as
these are key to the successful implementation and delivery of the HR related aspects of
this iterative transformation programme. With a view to taking this forward, detailed plans
are presently being drafted in respect of the initial implementation releases.

4.3

Environmental Impact
Environmental impacts will be identified as appropriate when designing services for
customers, businesses and residents.

4.4

Risk Impact
Effective identification and management of risk is considered critical to the success of this
programme. A comprehensive risk assessment and Risk and Issue Log (RAIDE) is being
managed and monitored throughout the programme with high level risks and all
programme level issues being reported to the SRO and Delivery Board on a monthly basis.

5.

Measures of success

5.1

Success will be evidenced through technology being efficiently and effectively deployed
to support new digital service delivery models and solutions which are designed to meet
the needs of businesses and communities.

5.2

Specific measures of success will be identified and evidenced as The Plan for North
Lanarkshire and all Programmes of Work (including DigitalNL) progress. However, better
connected communities and businesses, improved customer experience, and availability
of multi-skilled, agile and flexible staff are key to demonstrating this programme’s success.

6.

Supporting documents
Appendix 1 – Progress against year one work package

Head of Business Solutions
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Appendix 1
Year One Work Packages – Progress as at 16 August 2019
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AGENDA ITEM 6

North Lanarkshire Council
Report
Transformation and Digitalisation committee
☒approval ☐noting

Ref KH/DM/RB

Date 04/09/19

ICT Service Delivery Options
From

Head of Business Solutions

Email

hassellk@northlan.gov.uk

Telephone 01698 302235

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
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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 2year 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.
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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
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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.

Page 42 of 56

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
1 – Extend
2 – In-house
Cost Differential

Year 20/21
£m
£ 1.621
£ 2.027
£ 0.406

Year 21/22
£m
£1,597
£1.984
£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.
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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)

Head of Business Solutions
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Option Appraisal Outcome – ICT Service Delivery
Appendix 1
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Risk Assessment Details
Option 1
Appendix 2(a)
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Risk Assessment Details
Option 2
Appendix 2(b)
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Risk Assessment Details
Option 3
Appendix 2(c)
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AGENDA ITEM 7

North Lanarkshire Council
Report
Transformation and Digitalisation
☐approval ☒noting

Ref BL/MH/LD

Date 04/09/19

Contact Centre ACD Solution Contract Expenditure
From:

Katrina Hassell, Head of Business Solutions

Email

donellyly@northlan.gov.uk

Telephone

Lynda Donnelly
07793599275

Executive Summary
In accordance with the Council’s Financial Regulations any variations where the
outturn/expected costs exceed the tender contract price by the higher of £25,000 or 5%,
shall be reported by the appropriate Budget Holder to the relevant Spending Committee at
the earliest opportunity.
The purpose of this report is to inform committee of an over spend incurred on the corporate
Automatic Call Distribution (ACD) system contract.

Recommendations
The committee is asked to note the over spend to the Contact Centre Automatic Call
Distribution (ACD) system contract as detailed in Section 2.

The Plan for North Lanarkshire
Priority
Ambition statement

Enhance participation, capacity, and empowerment across our
communities
(24) Review and design services around people, communities, and
shared resources

1.

Background

1.1

The Contact Centre’s ACD solution contract was undertaken in 2014. Funding was
made available through Finance & Customer Service capital programme and approval
to tender for a new system was granted at the Policy and Resources (Finance &
Customer Services) Sub Committee on 23 January 2013. The contract value was
£480,000 and awarded to Unify Enterprise Communications Ltd.

1.2

The ACD system integrates with the Council telephony solution and provides an
enhanced skill based call handling, management and reporting solution.
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2.

Report

2.1

The initial contract for the system was based on the Contact Centre’s requirements.
However as a result of the benefits the system offered, in terms of improved
functionality and flexibility, more services requested access, for example Revenue
Services, Employee Service Centre. This resulted in additional costs, incurred due to
the expansion of the system and additional maintenance and support.

2.2

This expansion is clearly in line with the Council best practice and Enterprise principles
of Re-use.

2.3

The final adjustment to the Contract Sum amounted to £523,425.00. This equates to a
variation of £43,425.00, which is 9% above the original tender amount of £480,000.

2.4

In relation to the Maintenance and Support Contract, the original contract was for 5
years with an option to extend for a further 2 years. However in March 2019 the
provider chose to terminate the contact after 5 years. As a result of the short notice to
terminate and the associated operational risks a Negotiated Tender Procedure was
undertaken to cover maintenance and support for 2019/2020.

2.5

Through the Councils DigitalNL agenda, the organisation is currently in the process of
tendering for a Digital Platform, Digital Workplace and Cloud services via a Systems
Integrator. It is expected that a future platform will accommodate many of the aspects
of the ACD requirement, whilst incorporating additional operational and customer
interaction functionality. The timeline for the delivery of the platform is 2yrs with an
overall program schedule of up to 5yrs.

2.5

A process is currently underway to provide cover for next year, with the option to extend
for 1 year, plus a further 1 year if required, this will allow the flexibility needed to
accommodate any future changes to our requirements that are identified through the
DigitalNL Programme.

3.

Equality and Diversity

3.1

Fairer Scotland Duty
The requirement to comply with The Fairer Scotland Duty does not apply in this case.

3.2

Equality Impact Assessment
The contract noted above relates to an expansion to the contact centre’s ACD system
and will have no impact on the Council’s duties under the Equality Act 2010 Public
Sector Equality Duty Regulations.

4.

Implications

4.1

Financial Impact
The additional system expansion costs were accommodated within the Finance &
Customer Services capital budget. Due to an under spend on the Corporate Internet
and Filtering Infrastructure, additional funding was allocated to the expansion of the
system, this included server replacement programme and implementation of Media
Web Chat within the Contact Centre as part of work in relation to channel shift. This
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was noted in the Policy and Resources (Finance & Customer Services) Sub Committee
13 March 2015.
4.2

HR/Policy/Legislative Impact
There are no policy/legal or HR impacts to report

4.3

Environmental Impact
There are no environmental impacts to report

4.4

Risk Impact
There are no associated risks to report

5.

Measures of success

5.1

The successful expansion of the Contact Centre’s ACD system and a maintenance
contract that meets the needs of the various service users in terms of adequate
support and continuity.

6.

Supporting documents

6.1

Link to Policy and Resources (Finance & Customer Services) Sub Committee on 23
January 2013.
https://mars.northlanarkshire.gov.uk/egenda/images/att26514.pdf

6.2

Link to Policy and Resources (Finance & Customer Services) Sub Committee 13
March 2015.
https://mars.northlanarkshire.gov.uk/egenda/images/att80752.pdf

Katrina Hassell
Head of Business Solutions
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AGENDA ITEM 8

North Lanarkshire Council
Report
Transformation and Digitalisation
☐approval ☒noting

Ref

Date 04/09/19

Contracts awarded below Committee approval threshold
From

Head of Asset and Procurement Solutions

Email

proudfootg@northlan.gov.uk

Telephone

Graham Proudfoot
01698 403957

Executive Summary
This report notifies the Committee of the contracts awarded between 1 April 2019 and 30
June 2019. It sets out those contracts awarded with a value below the financial threshold
requiring Committee approval.

Recommendations
It is recommended that the Transformation and Digitalisation Committee:
• Note the content of this report and the accompanying appendix

The Plan for North Lanarkshire
Priority

Improve North Lanarkshire's resource base

Ambition statement

(18) Ensure our digital transformation is responsive to all people's
needs and enable access to the services they need

1.

Background

1.1

The Councils General Contract Standing Orders (the ‘GCSOs’) outline financial
approval thresholds for contracts for goods, works and services. Contract awards
above £500,000 for Supplies and Services and above £2,000,000 for Works require
approval by the Committee. These contract awards are considered by the Committee
on a case by case basis.

1.2

Where the value of a contract award is between £50,000 and £500,000 for Supplies
and Services and between £500,000 and £2,000,000 for Works, GCSOs require that
the Head of Asset and Procurement Solutions award these contracts on behalf of the
appropriate Chief Officer.

1.3

The Head of Asset and Procurement Solutions is required to notify Committee on a
regular basis of any such contracts awarded.

2.

Report
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2.1

The GCSOs require that contracts in excess of £500,000 for supplies and services and
£2,000,000 for works are approved, on a case by case basis, by the Committee before
award.

2.2

The GCSOs require that contracts with a value above £50,000 but less than £500,000
for Supplies and Services and above £500,000 but less than £2,000,000 for Works are
awarded by the Head of Asset and Procurement Solutions on behalf of the appropriate
Chief Officer.

2.3

The contracts awarded by the Head of Asset and Procurement Solutions that are
under the £500,000 Committee financial approval threshold for Supplies and Services
and £2,000,000 for Works in the period from 1 April 2019 to 30 June 2019 are detailed
in Appendix 1.

3.

Equality and Diversity

3.1

Fairer Scotland Duty - No impact under the Fairer Scotland Duty in relation to this
report

3.2

Equality Impact Assessment - No impact under the Equality Legislation in relation to
this report.

4.

Implications

4.1

Financial Impact - Through robust procurement strategy and proactive management
of contract cycles, aggregating spend and carrying out competitive procurement where
appropriate, should help minimise financial waste and achieve Best Value for Council
contracts.

4.2

HR/Policy/Legislative Impact - Contracts awarded by the Council are compliant with
GCSOs and procurement legislation.

4.3

Environmental Impact - There are no sustainability impacts directly arising as a result
of this report.

4.4

Risk Impact - Contract award procedures may be susceptible to legal challenge if they
are not discharged in accordance with GCSO and procurement legislation.

5.

Measures of success

5.1

Contracts support the delivery of Council and service priorities.

5.2

Appointment of contractors who have suitable experience and capability to deliver the
required supplies, services or works.

5.3

Contracts awarded by the Council are compliant with GCSOs and procurement
legislation.

5.4

The Council’s Contract Register is kept updated by services and management
information is comprehensive and accurate.

5.5

Best Value is both demonstrable and achieved.
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6.

Supporting documents

6.1

Appendix 1 – Summary of contracts awarded.

Head of Asset and Procurement Solutions
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APPENDIX 1
Contract Description

Contract
Award
Date

Contract
Start
Date

Contract
End Date

Contract
Extension

Contract Value
(inc extension)

Approved

Successful
Tenderer

Anti-Virus Software 2019

01/04/2019

01/04/2019

31/03/2022

31/03/2022

£192,000

£200,000

Software Box Ltd

Services

1

FMC3

Mobile Voice and Data Services

05/07/2019

01/11/2019

28/02/2020

28/02/2020

£299,081.45

£299,081

EE Ltd

Services

1

EXT

Budget (£’s)

Supplies
Services
Works

(£s)

*Key – Procurement Route
CO -

Contract Open Procedure

CR -

Contract Restricted Procedure

FO -

Framework Open Procedure

FR -

Framework Restricted Procedure

FMCC -

Mini Comp Council Framework

FMC3 -

Mini Comp 3rd Party Framework

DAFC -

Direct Award Council Framework

DAF3 -

Direct Award 3rd Party Framework

N-

Negotiated Contract

EXT -

Extension to Contract/Framework
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No of
Tenders
Route*
Received

