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AGENDA
(1)

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

DIGITISATION
(2)

DigitalNL Work Package Status Update (page 5 - 10)
Submit report by the Head of Business Solutions (1) detailing the status of the illustrative Year
One Work Packages of the DigitalNL Transformation Programme, and (2) outlining the reprofiling undertaken in relation to the Year One Work Packages to ensure maximum benefit is
obtained from the approved transformational resources (copy herewith)

(3)

DigitalNL Mobilisation of Systems Integrator (page 11 - 14)
Submit report by the Head of Business Solutions (1) advising that the System Integrator
contract commenced on 29 October 2019, and (2) detailing the five initial work packages
developed and agreed in respect of the mobilisation and discovery phase (copy herewith)

(4)

DigitalNL Business Intelligence Hub (page 15 - 20)
Submit report by the Head of Business Solutions providing (a) a progress update on the
development of the Business Intelligence (BI) Hub, and (b) an overview of the potential design
and governance arrangements for the BI Hub (copy herewith)

(5)

DigitalNL Intelligent Automation (page 21 - 26)
Submit report by the Head of Business Solutions (1) providing an update on the successful
deployment of Robotic Process Automation within the Revenue and Benefits function of the
Financial Solutions Service, and (2) detailing the proposed next steps in order to establish
intelligent automation within other areas of the Council (copy herewith)

(6)

DigitalNL Customer Services Hub (page 27 - 30)
Submit report by the Head of Business Solutions detailing the progress made to date in the
development of a digital first Customer Services Hub model (copy herewith)

(7)

Progress Report - Windows 10 Implementation (page 31 - 34)
Submit report by the Head of Business Solutions (1) providing a progress update in relation to
the Windows 10 refresh programme undertaken by the Council, and (2) highlighting the future
change requirements and challenges anticipated to arise from the operating of a Windows 10
system (copy herewith)

(8)

DigitalNL Communications and Engagement Activity (page 35 - 58)
Submit report by the Head of Business Solutions seeking approval of the DigitalNL
Communications and Engagement Plan and Roadmap for January to June 2020 (copy
herewith)
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2
CONTRACTS
(9)

Contracts Awarded Below Committee Approval Threshold (page 59 - 62)
Submit report by the Head of Asset and Procurement Solutions advising of contracts awarded
between 1 October and 31 December 2019 (copy herewith)
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AGENDA ITEM 2

North Lanarkshire Council
Report
Transformation and Digitisation Committee
Ref KH/GMc

☐approval ☒noting

Date 26/02/20

DigitalNL Work Package status update
From

Katrina Hassell, Head of Business Solutions (Chief Executives)

Email

HassellK@northlan.gov.uk

Telephone 01698 302235

Executive Summary
At its meeting of 21 March 2019, the Policy and Strategy Committee approved the
indicative 5 year investment for the digital transformation programme which included the
illustrative programme of work containing 25 work-packages for year one of the
programme.
In approving the digital programme, Committee also approved mobilisation of a specialist
delivery team, consisting of in-house resources, a Systems Integrator Partner and a Digital
Business Partner. Working collegiately, this team are driving forward the technical
transformation required in respect of operational and customer-facing infrastructure, IT
services and culture.
This report details the status of the illustrative year-one work packages and outlines the reprofiling undertaken to ensure maximum benefit is obtained from the approved
transformational resources.

Recommendations
It is recommended that the Transformation and Digitisation Committee:1) consider progress made to date against the digital transformation programme
2) note the work-packages carried forward to financial year 2020-21.

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
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1.

Background

1.1

As members are aware, the Policy and Strategy Committee approved the Digital NL
programme, and the associated 5-year investment and specialist delivery resources at
its meeting on 21 March 2019.

1.2

An illustrative programme of work, constructed using our Digital Business Partner’s
experience of similar complex digital transformation programmes, for the first year of
implementation was included within the Policy & Strategy Committee report. This
comprised 25 individual work packages, constructed to achieve:
o
o
o

2.

Early delivery of value or benefit to the council
Early opportunity to upskill and knowledge share with council staff to become
self-sustaining
Establishment of foundational technology to be built upon in later phases (e.g.,
CRM, Cloud MVC).

Report
Work package status to date

2.1

Following approval of the DigitalNL transformation programme at the Policy and
Strategy Committee in March 2019, the integrated team mobilised, planned and
commenced implementation of the 25 work packages reported to committee.

2.2

Throughout 2019 the work packages have been reviewed to determine their continued
suitability and appropriateness. As a result of the continuous review programme and
availability of more up to date information and assumptions, the work packages for
year one of the transformation programme have been revised and re-profiled, with
completion status detailed in Appendix 1 for members’ consideration.

2.3

Members will see that a range of individual work packages are further subdivided to
facilitate improved resource allocation and cost monitoring. For e.g. work package 21,
previously known simply as M17 Website development, now includes the three phased
work packages M17.1 to M17.3.

2.4

Members should also note that new work packages linked to the System Integrator
contract (S1 to S5) now also feature within the overall year one work programme.

2.5

Table 1 below summarises progress against the current DigitalNL work packages.
Members will note that 67% are either complete or ongoing, 15% are no longer
required with work being conducted by NLC staff with a further 5% scheduled to
commence following finalisation of the System Integrator Discovery phase.
Status:
Complete
Ongoing
To be started
Move to 2020/21
No longer required
Total

Number:
16
11
2
5
6
40
Table 1
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%

40
27
5
13
15
100

2.6

All work packages are fixed price, therefore for those considered no longer required or
more appropriate for year two of the programme, appropriate re-profiling of funding has
taken place to reflect the financial governance arrangements associated with the
overall 5-year programme.
Next Steps

2.7

A planning session was held on 4 February 2020 to review the work packages currently
identified in respect of year two of the DigitalNL transformation programme. This work
will result in an integrated plan for the programme covering business change, technical
solutions and benefits realisation. The draft plan will be presented to Committee in
due course for approval.

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
The investment for the above approved work packages is included in the overall
indicative five year investment for the DigitalNL Programme (£28.8m) which was
approved by the Policy and Strategy Committee in March 2019.
Further information and costings in respect of the investment for the DigitalNL
programme will be updated to committee separately through the composite finance
report and reports on individual work packages.

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
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
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5.1

Success will be evidenced through technology being efficiently and effectively
deployed, in an agile manner, to support the implementation of new digital service
delivery models and solutions. Service delivery models and solutions are designed to
meet the needs of modern 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. Better
connected communities and businesses, improved customer experiences, and
availability of multi-skilled, agile and flexible staff are key to demonstrating the success
of the Systems Integrator and the DigitalNL Programme itself.

6.

Supporting documents

6.1

There are no further supporting documents required for this report, as the current
status of the digital transformation programme is outlined within Appendix 1.

Head of Business Solutions
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Appendix 1
WP ID

Work package Description

Status

1

A1.

Accelerating Implementation Readiness

Complete

2

A2.

Implement Civica Forms

Complete

3

A3.

Data Sharing, Information Management and
Security

Complete

4

A4.

Simplify Letters and Forms

Complete

M1.

Change Management & Communications Support

Ongoing

S1

SI Mobilisation

Complete

M2.

Programme Management and Benefits
Management

Ongoing

S5

Programme Management

Ongoing

M3.

RPA Pilot – Phase 1

Complete

M4.1

RPA Rollout - Phase 2

Complete

M4.2

RPA Rollout - Phase 3 (to April 2020)

Ongoing

9

M5.

Office Productivity (Planning)

Complete

10

M6.

Office Productivity (Full Rollout)

M7.

Future Operating Model Design and Digital
Workforce Strategy

Complete

S3.1

Digital Workplace

Ongoing

M8.

Service Construct, Implementation
and Organisational Design

Ongoing

M8.1

Front Office Hub Design (Customer Services Hub)

Complete

13

M9.

Digital Awareness Training (Planning)

Moved to 2020/21

14

M10.

Digital Awareness Training (Delivery)

Moved to 2020/21

15

M11.

Performance Management and Measurement

No Longer Required

M12.

Cloud Migration Detailed Assessment

No Longer Required

M22

Active Directory & Windows OS 2008R2 Upgrade Plan & Assess

M23

Active Directory and Windows OS 2008R2 Upgrade Implement

No Longer Required

M13.

Cloud Migration

No Longer Required

S2.1

Cloud Migration

Ongoing

18

M14.

SharePoint Migration

No Longer Required

19

M15.

Identity Management

To be Started

5

6
7
8

11

12

16

17
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Moved to 2020/21

Complete

WP ID
20

21

22
23
24
25

Work package Description

Status

M16.

Service Design (Digital Platform) (to April 2020)

Ongoing

M16.1

Enabling Services 1

Complete

S4.1

Digital Platform

Ongoing

M17.1

Website Development

Complete

M17.2

Website Development - Detailed Design

Complete

M17.3

Website Development - Content Design (to March
2020)

Ongoing

M18.

Portal Development

No Longer Required

M18.1

Enabling Services 2

Ongoing

M19.

Workforce Optimisation Proof of Concept

M20.

Procurement Services

Complete

P1

Procurement (Systems Integrator)

Complete

P2

Procurement (Advanced Analytics)

Moved to 2020/21

M21.

Chatbot Implementation

Moved to 2020/21
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To be Started

AGENDA ITEM 3

North Lanarkshire Council
Report
Transformation and Digitisation Committee
Ref KH/GMc

☐approval ☒noting

Date 26/02/20

DigitalNL Mobilisation of Systems Integrator
From

Katrina Hassell, Head of Business Solutions (Chief Executives)

Email

HassellK@northlan.gov.uk

Telephone 01698 302235

Executive Summary
The System Integrator (SI) contract commenced on 29th October, 2019 with details of
envisaged work packages and mobilisation reported to committee on 13th November 2019.
Five initial work packages are now developed in respect of mobilisation and discovery
phases. This report updates members on progress made against these requirements. .

Recommendations
It is recommended that the Transformation and Digitisation Committee note the contents
of the report.

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
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1.

Background

1.1

As members are aware, successful implementation of the Digital NL programme
requires engagement of a specialist system integrator (SI) partner to develop, build
and implement the technology changes. Agilisys Ltd were appointed with the contract
commencing on 29 October 2019.

1.2

In conjunction with the Business Solutions team and the council’s Digital Business
Partner (PwC), the SI is responsible for delivering the following work packages:
-

Mobilisation and Planning
Cloud Assessment and Migration
Digital Workplace (M365) Design and Implementation
Digital Platform (Foundation)
Programme Management

These work packages are incorporated into the overall year one work programme as
work packages S1-S5.
2.

Report
Mobilisation of the Systems Integrator

2.1

Following sign off of the contractual arrangements on 29 October 2019, the SI
mobilised a team on-site actively engaging with representatives from the Business
Solutions team and the council’s Digital Business Partner (DBP).

2.2

A ‘Mobilisation and Planning’ work package (S1) was agreed as part of the contractual
process. This work package ensures that the SI has a full understanding of the Plan
for North Lanarkshire and the DigitalNL programme together with governance
arrangements. This facilitated initial high level planning and knowledge transfer to the
SI with the Mobilisation and Planning package completed on 6 December 2019.

2.3

S2.1 to S4.1 focus on the technical discovery work packages developed and agreed
as part of the mobilisation phase. These are running concurrently and follow on from
the baseline information outputs produced very early in the process by the Digital
Business Partner. The SI aims to build on this knowledge to plan the more detailed
technical Design and Implementation / Migration work packages due to commence
following completion of this discovery phase.

2.4

The discovery work packages commenced in November 2019 and have estimated
completion dates of end of January 2020.
Ref
S1
S2.1
S3.1
S4.1
S5

2.5

Work package
Mobilisation and Planning
Cloud Discovery
Digital Workplace (M365) Discovery
Digital Platform Discovery
Programme Management

Status
complete
in progress
in progress
in progress
In progress

Duration
4 weeks
12 weeks
13 weeks
13 weeks
17 weeks

Specific tools and scripts have been running as part of both Cloud and Digital
Workplace discovery to determine the number of servers; capacity and usage. Early
results such as Active Directory preparedness demonstrate the value of work
previously conducted by the Business Solutions team and the Digital Business Partner.
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2.6

Upon completion of the discovery work packages a review of the overall DigitalNL
programme plan will be undertaken with a view to producing one single integrated plan
which encompasses all business change, technical and benefits realisation activities.

2.7

In approving the DigitalNL programme, Policy and Strategy Committee noted the
transformation programme also aimed to use digital investment to stimulate economic
growth. There is a specific working group tasked with taking this forward, with both
the SI and DBP appropriately represented. The Terms of Reference for this Digital
Skills North Lanarkshire group are currently being drafted, but envisage Agilisys Ltd
and PwC exploring and identifying opportunities for them to support various community
groups across North Lanarkshire. It is anticipated activities will focus on local schools
and colleges, various age groups and some special interest groups. The next meeting
is scheduled for the end of January 2020.
Next Steps

2.8

The System Integrator will focus on:-

Finalising the discovery work packages.
Analysis of the returned data from tools and scripts to inform early design.
The implementation of a Community Benefits tracker to be managed as part of
the contract performance management arrangements.
The creation and approval of the Technical Design and Build work packages for
the 3 main work streams: O365 implementation, Cloud Migration and the Digital
Platform.
Further engagement on social impact of the new proposed digital model.

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
The investment for the above approved work packages (s1 to s5) for year one 2019/20
is £1,489,470 and will be funded from the £11.9m approved in respect of this contract
over the next 3 financial year period.
All costs are contained within the overall indicative five year investment (£28.8m) and
in line with the Council’s Financial Governance arrangements regular monitoring,
control and reporting on revenue and capital is carried out.

Page 13 of 62

Further information and costings in respect of the programme will be submitted to
committee as projects progress.
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
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.
As part of the tender process bidders were asked to identify key programme risks on
a programme of this type and how they had mitigated against these in previous
engagements. These have been assessed and where required have been
incorporated into the DigitalNL Programme RAIDE Log.

5.

Measures of success

5.1

Success will be evidenced through technology being efficiently and effectively
deployed, in an agile manner, to support the implementation of new digital service
delivery models and solutions. Service delivery models and solutions are designed to
meet the needs of modern 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. Better
connected communities and businesses, improved customer experiences, and
availability of multi-skilled, agile and flexible staff are key to demonstrating the
success of the Systems Integrator and the DigitalNL Programme itself.

6.

Supporting documents

6.1

There are no supporting documents required for this report

Head of Business Solutions
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AGENDA ITEM 4

North Lanarkshire Council
Report
Transformation and Digitisation Committee
Ref KH/LJ/JG

☒approval ☒noting

Date 26/02/20

DigitalNL Business Intelligence Hub
From

Katrina Hassell, Head of Business Solutions

Email

hassellk@northlan.gov.uk

Telephone 01698 302235

Executive Summary
As members are aware, the development of a Business Intelligence (BI) Hub as part of the
Enabling Services work stream (16.1) will provide a new capability within the council which
will operate hand in hand with service delivery to provide information, intelligence and
insight.
During November and December 2019 a full review of corporate and service requirements
was carried out following the collaborative workshops that took place in the autumn of 2019.
This report provides Committee with a further update regarding this work package and
illustrates the actions taken since the previous Committee on 14 November 2019. The
report also provides an overview of the potential design and governance arrangements of
the BI Hub.

Recommendations
It is recommended that Committee:
(1) Note the progress to date of the BI Hub development.
(2) Approve the development of the next steps contained in the report.

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
(25) Ensure intelligent use of data and information to support fully
evidence based decision making and future planning

1.

Background

1.1

At the previous meeting of the Transformation and Digitisation Committee in November
2019, Members will recall the report outlining the concept of a Business Intelligence
(BI) Hub which would be developed
part
Pageas15
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1.2

The proposed BI Hub is a key strategic change that will carry out a number of functions
relating to business information, reporting and insight including:
•
•
•

1.3

Utilising statistical techniques to draw insight from data in order to support strategic
and operational decision making;
The validation and distribution of information to support statutory and regulatory
requirements;
The production of reports and dashboards for differing stakeholder groups
including corporate and service management teams, elected members, statutory
and regulatory bodies and partner agencies.

Key drivers for the development and implementation of the BI Hub have been identified
as:
•
•

Reducing the volume of current reporting which relies heavily on manual processes
and a resource intensive reporting framework;
The shift in requirements to future state forecasting as opposed to current state,
which presents a significant volume of hindsight.

2.

Report

2.1

During the course of November and December, 2019, there has been a focus on
activities to progress the overall design and implementation planning for the proposed
BI Hub as part of the Enabling Services workstream (16.1). The activities include:

2.2

Review and Validation of Data Collection Questionnaires
This exercise followed on from the collaborative workshops with services that took
place as a result of the stakeholder engagement activities reported to Committee in
November 2019. Services were asked to provide a comprehensive list of all reports
and performance indicators (PI) currently required, by completing data questionnaires.
All data gathered has now been reviewed, assessed and prioritised utilising a scoring
matrix. The criteria for the scoring matrix is based on evidence of the following for both
reports and performance indicators:
•
•
•

How the report or PI links to the priorities of The Plan for North Lanarkshire?
How the report or PI impacts on operational and strategic decision making?
How the data is sourced?

This work has provided the opportunity to streamline reporting requirements for both
the Strategic Performance Framework at a corporate level and management
requirements within services.
Based on the outputs from the questionnaires and reviews, the BI Hub planning has
been revised and broadened to include people requirements, criteria for future job
roles, skills and training needs assessment and performance metrics all in relation to
the performance of the proposed BI Hub.
2.3

Process Development
With the BI Hub being a new capability within the Council, a number of processes
relating to how services access the BI Hub and how data will be governed are under
development. The undernoted processes along with devised and agreed business
rules will form the new operating model for the BI Hub:
1. Data Quality Governance
2. Report and Dashboard Governance
Page 16 of 62

3. Service Request Management
The BI Hub will be developed through two aspects, a Core Hub for corporate
requirements linking to a Service Hub for those service specific needs as outlined in
the Next Phase of Design section below.
The Business Solutions team will have overall governance responsibility for the BI Hub
and will build strong relationships with services, elected members, partners and other
stakeholders to ensure full organisational requirements are met.
2.4

Analysis of Feedback
Embedded within the BI Hub will be the analysis of feedback for both customers and
staff. A review of current feedback forms and requirements has been undertaken and
the results used to inform the development of future processes for both customers and
staff. This work will be progressed during the implementation phase of the technology.
Current thinking shows that the collection of the aforementioned survey work will be
carried out within the Customer Services Hub (the subject of a separate report to this
committee) with the BI Hub having access to the data to provide future predictive
analytics.

2.5

Future Commercialisation of Data
As part of the future vision for North Lanarkshire, members previously approved the
investment in market leading technologies to focus on establishing the council as a
Smart Digital Council with a number of digital capabilities as outlined in the diagram
below utilised to realise this ambition.

This programme of change is essential to meet the ever-increasing demand for
anytime, anywhere access to services and information.
Making data available
through the development of a regional data exchange will encourage
entrepreneurialism and innovation in North Lanarkshire. It is critical that the data
managed and contained within new technology applications is of sufficient quality. The
proposed BI Hub will drive the capability to:
•
•
•

Provide the data exchange platform for the utilisation of both the private and public
sector data.
Enable economic growth through facilitating digital entrepreneurship.
Enable better service delivery (both private and public sector) by making
Page 17
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•
•
2.6

Support individuals and community groups to better engage with, develop ideas
for and participate in personal and community service delivery.
Enable greater collaboration between public/private sector partners.

Next Phase of Design
The proposed BI Hub is considered a capability to best reflect the strategic and
operational requirements of the council. It will demonstrate the impact of activities and
programmes of work on the people and communities of North Lanarkshire. To deliver
on this a number of considerations will be taken into account during the next phase of
development. These include:

2.7

•

Data governance – Data ownership, data protection and access restrictions will
need to be understood.

•

Information management – Processes and business rules for the BI Hub are
required.

•

Training – the correct knowledge, technical skills, and behaviours will be required.
Training will be required on new reporting tools and self-serve knowledge
developed.

•

Culture and behavioural changes - to ensure the BI Hub is utilised to its full
potential, new ways of working and recognition of the value of data are required.

•

Relationships - interactions within the Core Hub and the Service Hub and their
interdependencies will need to be understood.

•

Implementation – a staged approach to the development and implementation of
the BI Hub, commencing with the basic standardised processes and reporting tools
will be implemented, moving through to the development of more complex
analytical capability.

Anticipated Outputs from the BI Hub
The new BI Hub will hold one true source and a point of truth with data drawn from
relevant and credible sources on a regular basis to ensure accuracy. Filtering will
enable stakeholders to view data based on a range of variables and will support locality
planning.
The Core Hub and Service Hub model will ensure focus at strategic and operational
levels as appropriate and will provide the technical skills to provide data, insight
gathering, analysis and automated performance through dashboards and interactive
reporting.
A single council wide reporting tool will be used to produce both corporate and service
level reports drawing on a central repository portal used to store and share reports.
Services will have the ability to ‘self-serve’ to produce bespoke and service level
reports. There will also be capacity to draw on the Core hub team for support in
producing more specialised reports.
Finally, the BI Hub will provide future analysis of feedback from customers and staff,
linking with the Customer Services Hub to access data and provide insights to support
future service delivery.
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2.8

Next Steps
•

The timetable for the introduction of the new technology to underpin the BI Hub will
be driven by the Systems Integrator. Currently proposed is a temporary platform
to be available by June 2020 while the detailed development will potentially until
September 2020.

•

Implementation has been proposed as an iterative process, starting with the
Strategic Performance Framework and corporate reporting, aligned to The Plan for
North Lanarkshire which will provide the proof of concept.

•

Preparatory work, in advance of the technology solutions will commence in March
2020 and will largely relate to non-technology elements including establishing new
ways of working, responsibilities between the Core Hub and Service Hub and
keeping data storage and reporting requirements under review with key
stakeholders.

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 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.

4.

Implications

4.1

Financial Impact
The year one budget 2019/20 for this work package is £367,460. This work package
comprises the following four key areas (which includes the Business Intelligence Hub):
1. Payments Strategy
2. Data Strategy
3. Business Intelligence Hub
4. Integrations strategy
All costs are contained within the overall indicative five year investment (£28.8m) and
in line with the Council’s Financial Governance arrangements regular monitoring,
control and reporting on revenue and capital is carried out.
Further information and costings in respect of the programme will be submitted to
committee as projects progress.

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
engagement and consultation,
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19 ofstakeholder
62

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.

6.

Supporting documents
Not applicable.

Head of Business Solutions
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AGENDA ITEM 5

North Lanarkshire Council
Report
Transformation and Digitisation Committee
Ref KH/LB

☐approval ☒noting

Date 26/02/20

DigitalNL Intelligent Automation
From

Katrina Hassell, Head of Business Solutions

Email

hassellk@northlan.gov.uk

Telephone 01698 302235

Executive Summary
As members are aware, the development of the successful deployment of a robot (bot) into
production is contained within Workstream 4 - Intelligent Automation’ (Robotic Process
Automation).
The deployment of the bot(s) will enable a number of the Council’s manual and repetitive
processes to be automated.
This report provides Committee with a further update regarding this work package and
illustrates the actions taken since the previous Committee of 13 November 2019.

Recommendations
It is recommended that the Committee:
(1) Note the successful deployment of the robot into production.
(2) Approve the next steps outlined within the report.

The Plan for North Lanarkshire
Priority

All priorities

Ambition
statement

(21) Continue to identify and access opportunities to leverage
additional resources to support our ambitions
(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
(25) Ensure intelligent use of data and information to support fully
evidence based decision making and future planning
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1. Background

1.1

Members will recall previous reports to the Transformation and Digitisation Committee
which advised on the high-volume, repetitive and manually intensive tasks carried out
across council services.

1.2

By embracing the technology available through Intelligent Automation (IA), data entry
errors would be eliminated, completion times for processing improved and future
financial savings identified.

1.3

Opportunities to test the aforementioned technology through the implementation of
Robotic Process Automation (RPA) were identified following a review of the options
available. It was agreed that a proof of concept project would be designed for work
carried out within the Revenues and Benefits function of Financial Solutions. The
development work was carried out to design the RPA ‘bot’ and this first ‘bot’ went live
in November 2019 utilising UiPath market leading technology.

2.

Report
As members will recall, details of the implementation development and
implementation of the proof of concept ‘bot’ was submitted to the Transformation and
Digitisation Committee in November 2019. Early predictions identified a reduction in
processing times from 4 minutes (manually) to 10 seconds by utilising the bot.
Following implementation of the bot (AMI – Automating Manual Interactions) the
feasibility and value of RPA has been proven. 3,002 cased have been processed
since November 2019, with a processing time of 8 seconds per case. Appendix 1 to
this report provides an outline of the process created.
The proof of concept was developed utilising a test licence which was valid until 31
December 2019. In order to continue running the bot and to allow further
developments to fully utilise the bot, RPA licenses have now been procured from
technology leaders, UiPath.

2.1

Identification of Phase 2 processes - Stakeholder Engagement
During November 2019 – January 2020, engagement took place with various
stakeholders; including services, ICT staff and leadership teams to identify suitable
processes for automation. Engagement activities included:
•

Process assessment workshops held with teams from Revenue and Benefits,
Housing and Adult Social Care to walk through potential processes and understand
their suitability for automation.

•

Further discovery and reimagine workshops were carried out with Revenue and
Benefits, Housing and Adult Social Care.

•

Intelligent automation awareness sessions were carried out with all Business
Solutions staff during a lunch and learn event and a separate awareness session
was also carried out with the ‘Digital Transformers’.

An awareness and positive appetite for RPA has been created across all service
areas, through the digital transformer network and strategic communication efforts.
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2.2

Opportunity Assessment
As a result of the stakeholder workshops detailed in 2.1 above, over 30 specific
processes from Revenue and Benefits, Housing and Adult Social Care were analysed
against a set criteria to identify suitable opportunities for applying AMI. This
Opportunity Assessment created a detailed list of processes with a further assessment
carried out to identify high value automation opportunities.
To fit with slots in the robot – 7 processes have been identified within Revenues &
Benefits and Housing Services as meeting all the set criteria. Developed work is now
underway with implementation of phase 2 of AMI scheduled for April 2020.
A project team has been created to deliver this programme of work and to design the
infrastructure to host and maintain the growing robot estate.

2.3

Knowledge and Skills Transfer
Through this programme, up to 4 Council staff will work alongside PwC automation
experts to learn Intelligent Automation skills. A formal knowledge transfer plan has
been developed to ensure NLC receive both software and technical training through
on the job training and support.

2.4

Next Steps
Following completion of the Proof of Concept and Opportunity Assessment projects
the next steps are to develop further priority automation processes into a live
production environment and establish intelligent automation into the authority. This
will include the following activities:•

Define and build intelligent automation solutions for a further 7 priority processes
within the Revenues and Benefits and Housing Service areas.

•

Continue the development work within Business Solutions to co-create the
technical design of a robust infrastructure required to support the new processes
and growing robot estate.

•

Work with Revenue and Benefits to reimagine service area processes and look at
how we can transform how they deliver outcomes and improve access and speed
for consumers, through the automation efforts.

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 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.

4.

Implications

4.1

Financial Impact

Page 23 of 62

The year one budget 2019/20 for this work package is £468,555. All costs are
contained within the overall indicative five year investment (£28.8m) and in line with
the Council’s Financial Governance arrangements regular monitoring, control and
reporting on revenue and capital is carried out.
Further information and costings in respect of the programme will be submitted to
committee as projects progress.
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 savings (in time, quality and cost) due to the
deployment of automation technology.
Specific measures of success will be identified and evidenced as The Plan for North
Lanarkshire and all Programmes of Work (including DigitalNL) progress.

5.2

6.

Supporting documents
Appendix 1 – Intelligent Automation Diagram.

Head of Business Solutions
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Intelligent Automation Diagram

Appendix 1
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AGENDA ITEM 6

North Lanarkshire Council
Report
Transformation and Digitisation Committee
Ref KH/LB

☒approval ☒noting

Date 26/02/20

DigitalNL Customer Services Hub
From

Katrina Hassell, Head of Business Solutions

Email

hassellk@northlan.gov.uk

Telephone 01698 302235

Executive Summary
In considering DigitalNL Programme updates at their previous meetings in September and
November 2019, members are aware of an early deliverable in respect of a business model
for front and back office processes. This report focusses on key front office functions and
processes, particularly those surrounding the initial contact between customers and the
Council for general enquiries and the processing of bookings, requests and applications.
Development of a digital first Customer Services Hub model is a key deliverable of work
package 8.1 – Customer Services Hub.

Recommendations
It is recommended that Committee:
(1) Note progress made to date in developing a digital first Customer Services Hub model;
and;
(2) Approve the development of the next steps outlined in paragraph 2.5 of the report.

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
(25) Ensure intelligent use of data and information to fully support
evidence based decision making and future planning
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1.

Background

1.1

Members are aware from previous reports that implementing DigitalNL will significantly
change operational and customer-facing infrastructure, IT services and culture.

1.2

To this end, development of a digital first Customer Services Hub model is a key
deliverable of work package 8.1 – Customer Services Hub.

1.3

An update on the development of the revised business model for both front and back
office functions and processes was reported to the Transformation and Digitisation
Committee on 4 September and 13 November.

2.

Report

2.1

Customer Services Hub Expectations
As outlined within the DigitalNL Business Case, and subsequent progress reports
thereafter, the Council and its customers, service users, residents and businesses will
benefit greatly from a digital first Customer Services Hub handling all initial customer
contacts, irrespective of service area. In developing Customer Services Hub proposals
and recognising future business demands and needs, scope exists for payments,
appointment bookings, initial enquiries and service allocations to be handled
consistently through online, web chat and phone channels.
To satisfy the early deliverable in respect of work package 8.1 - Customer Services
Hub – the DigitalNL Delivery Board considered current customer engagement
mechanisms, common complaints/”pain points” and opportunities available through the
digitisation Programme, acknowledging progress achieved to date, and endorsing
further development of the following five key design principles:
•

•

•

•

•

2.2

Create a fully functioning and successful pre front door – We use a central
and secure platform to facilitate community collaboration and engagement with
community forums, the council and our partner organisations.
Intelligent Information and an improved website for customers – Our
website contains clear, up-to-date and relevant content, which is tailored as
appropriate, and facilitates self-serve transactions being available on a range
of devices (mobile, tablet and laptop).
Customers receive a higher quality service and feel empowered to be
digital - Digital channels are improved, e.g. web forms, with community support
available for those who are less digitally confident.
Streamline existing enquiry handling channels – Digitisation provides
opportunity to gradually replace multiple office locations with town centre digital
touch points and Community Campus initiatives, where such is considered
appropriate by the Council.
Initial customer contact layer is highly skilled with expertise from all
services - Initial customer contact is managed through a Customer
Relationship Management (CRM) system by staff trained to cover all council
services. Staff training will include the CRM system, customer care skills and
service knowledge.

How will Customers Benefit from the Customer Services Hub?
•
•

Customers can expect a high degree of first point resolution (either digitally or
via the telephone).
Customers will have access to self-serving digital channels for the majority of
service requests and queries. Digital channels will be available 24/7.
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•

•

•

2.3

Automatic updates and an ability to log feedback and complaints via the Hub
enables customers to remain informed regarding the status of their service
requests, appointments and complaints.
Central control of the Council’s Website ensures content remains accurate and
relevant, enabling customers to identify services available and (as appropriate)
their eligibility for such.
A single view of the customer through the CRM system enables services to
maintain an awareness of all previous interactions, and in linking with the
Business Intelligence Hub, facilitates targeted signposting of services and/or
routes to information.

Stakeholder Engagement
Details of customer and employee engagement undertaken in developing this revised
business model are outlined in the separate DigitalNL Communications and
Engagement Plan report within this agenda.

2.4

Future Scope
To finalise the key deliverable in respect of the Customer Services Hub, the following
activities need to be undertaken, and assessed, to fully define its scope and capabilities
-

2.5

Vision and service offering
Shape and size
People requirements, including criteria for roles and training needs
Performance metrics
Technology enablers, i.e. digital platform (CRM), new website
Processes and business requirements for accessing services
Assessment of requirements for implementation

Next Steps
With engagement well underway, the DigitalNL team must now focus on finalising the
overall design and proposed planning/implementation of the Customer Services Hub.
To enable this to remain on track, the following activities are scheduled during January
to March 2020:
•
•
•

Implementation planning – develop release management principles outlining how
service areas could effectively transition to a digital first Customer Services Hub
model;
As appropriate and subject to further elected member consideration of the design
principles, agree a service release plan for 2020/21 and beyond.
Develop a communications strategy to support the potential transition of staff to the
Hub.

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 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
The year one budget 2019/20 for this work package is £161,381. All costs are
contained within the overall indicative five year investment (£28.8m) and in line with
the Council’s Financial Governance arrangements regular monitoring, control and
reporting on revenue and capital is carried out.
Further information and costings in respect of the programme will be submitted to
committee as projects progress.

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 and early programme deliverables.

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.

6.

Supporting documents

6.1

There are no supporting documents with this report.

Head of Business Solutions
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AGENDA ITEM 7

North Lanarkshire Council Report
Transformation and Digitisation Committee
Ref KH/GR

☐approval ☒noting

Date 26/02/20

Progress report – Windows 10 Implementation
From

Katrina Hassell, Head of Business Solutions

Email

hassellk@northlan.gov.uk

Telephone 01698 302235

Executive Summary
Microsoft announced support for the Windows7 operating system would end on 14th
January 2020. To minimise risk to the Council, this required a significant refresh of devices,
details of which were considered and approved through the Strategic Capital Delivery
Group in December 2018.
This report provides members with an overview of the work undertaken during 2019, the
current status of devices, and an indication of future change requirements likely to arise
from operating a Windows10 system.

Recommendations
It is recommended that members of the Transformation and Digitisation Committee note
the contents of the report and progress achieved to date in transitioning all devices to a
Windows10 operating system.

The Plan for North Lanarkshire
Priority

All priorities

Ambition statement

(23) Build a workforce for the future capable of delivering on our
priorities and shared ambition

1.

Background

1.1

Microsoft announced the end of support date for Windows7 as 14th January 2020,
which effectively means that from this date onwards, no software patches will be
available from Microsoft via standard support terms. Under Council compliance
practices, all software must be maintained to limit risk and maximise performance.
Additionally external compliance practices adopted by the Council, such as Cyber
Essentials, Public Service Network (PSN) and Payment Card Industry (PCI), require
the Council to maintain key supported software.

1.2

Some 6,400 windows7 devices were identified as in use across the corporate estate
of the council; of which, some 2,028 devices were initially deemed as unsuitable for
repurposing to be compatible with Windows10.
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1.3

Some services took a decision to replace additional devices (approx. 1,100), reflecting
the shift towards laptops, a flexible workplace, and the impact of the councils proposed
building rationalisation programme.

1.4

This resulted in a cascading of viable devices within services.

1.5

The Strategic Capital Delivery Group (SCDG) in December 2018 approved the initial
project estimate of £1,570,000, which included refreshed hardware and the resources
to deliver the programme

1.6

Through normal SCDG monitoring processes, the projected total was revised in June
19 to £1,932,000, with the increased cost (£362,000) directly attributable to the actions
outlined in paragraphs 1.3 and 1.4 above.

2.

Report

2.1

The Windows10 refresh programme was taken forward as a key priority during 2019,
and will see over 98% of the estate operating on the fully supported Windows10
system.

2.2

The remaining estate not yet transitioned, product compatibility issues require to be
resolved. Plans are in place to resolve these over the next 6 months as other
programmes of work complete, i.e. as the incompatible software is updated.

2.3

To ensure council risks are minimised, these devices have be enrolled in Microsoft’s
Windows7 extended support, available at an additional cost of £24.10 per annum, per
device. This will be accommodated for this period only from the Windows10 project
budget.

2.4

Public Access Computing, used extensively within libraries and community education
also remains outstanding. To date the back-end infrastructure is in place with initial
test devices deployed. CultureNL & CL&D have identified budget for licence and
hardware refresh. It is therefore, expected that this will be completed in the very early
part of the year.

2.5

Future Challenges

2.5.1 The shift to Windows10 brings new challenges to the Council, whereas previously the
Council could adopt an operating system and plan to use for up to 10 years, the
Microsoft model has changed with major Windows10 releases every 6 months and
support only available for a maximum of 18months between major upgrades.
2.5.2 Council policy will be to standardise on an annual release cycle, i.e. every year we will
move to the latest approved version.
2.5.3 Considering the time required to deliver the current project, it is clear resources will be
required continuously to test and upgrade applications moving forward.
2.5.4 Application providers will also now have to operate to a similar support pattern, which
is likely to give rise to good providers maintaining alignment with the Microsoft support
pattern. This will result in more frequent updates to our client device applications.
2.5.5 The Council will have to be more stringent in its adoption of 3rd party software
applications, ensuring that only suppliers keeping pace with the Microsoft release
schedule are used, or incompatibility issues and/or non-compliance issues will arise.
2.5.6 The Microsoft support schedule has a similar effect with our hardware suppliers, where
many will only provide windows10 compatibility for up to 3 years after end of sale date.
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As the Council looks to operate a 5yr cycle for end user hardware, this is not
considerably much different from how we currently operate, but does mean that the
opportunity for continued use beyond 5yrs, as is commonly done, is unlikely to be
supported going forward.

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 should be assured that The Fairer Scotland
assessment process will be undertaken as appropriate when required.

3.2

Equality Impact Assessment
There are no requirements for an assessment.

4.

Financial Implications

4.1

Financial Impact

4.1.1 To date the revised project spend is estimated at £1,897,358 which is below the
revised budget figure.
4.2

HR/Policy/Legislative Impact
There are no requirements for an assessment

4.3

Environmental Impact
The refresh of equipment has resulted in a significant increase in the number of
disposals carried out, however these have been carried out to the council standard
and are done so using waste electrical and electronic equipment (WEEE) accredited
recycling practices. We reused equipment where possible and where the hardware
was no longer suitable for NLC, it was disposed of in a fully controlled manner
through our provider Re-tek, who operate a zero landfill policy and 85%
refurbishment practice.

4.4

Risk Impact
There is some risk that the limited number of applications with compatibility issues,
are not resolved within the first few months of this calendar year, as expected.
However by enrolling the associated devices into Microsoft Windows7 extended
support programme, this risk is mitigated.
The greater risks are associated with the items outlined within section 2.5, in relation
to the rate of change of the Windows10 operating system, and the impact this may
have upon application and hardware change and Business Solutions capacity to
accommodate continually what was previously a project every 6-7year.

5.

Measures of success

5.1

The successful operating system upgrade for some 3000 devices, the deployment of
a similar number and the transition of over 300 applications with minimal disruption
and to budget tolerance is evidence of the success of the project.

Page 33 of 62

6.

Supporting documents

6.1

There are no supporting documents for this report.

Head of Business Solutions
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AGENDA ITEM 8

North Lanarkshire Council
Report
Transformation and Digitisation Committee
Ref KH/LJ/FM

☒approval ☒noting

Date 26/02/20

DigitalNL Communications and Engagement Activity
From

Katrina Hassell, Head of Business Solutions

Email

hassellk@northlan.gov.uk

Telephone 01698 302235

Executive Summary
Over the next five years, the DigitalNL Programme will transform how North Lanarkshire
Council operates both internally and externally to deliver improved service level
efficiencies, gain maximum benefit from staff resources and achieve essential cost savings.
The Communications Strategy to support this work is in place to provide the structure
required to ensure all Stakeholders are informed and involved throughout each stage of
the change programme.
This report documents the communication approaches, events and activities that have
taken place, and those planned, to support the projects aligned with the DigitalNL
Programme and deliver maximum results as this work develops.

Recommendations
It is recommended that Transformation and Digitisation Committee:
(1) Note the contents of this report
(2) Approve the Communication and Engagement Plan outlined in Appendices 1 and
2 of this report.

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
(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

Producing engaging and easy to understand communication messages and activities
that involve Stakeholders will continue to shape the Communications and Engagement
Strategy behind the DigitalNL Programme.
During 2019, and within the Communications Plan for the year ahead, innovative
channels and approaches will be utilised to inform and involve users in the digitisation of
the services that are relevant to them.
This will support the customer-focussed reputation of North Lanarkshire Council and help
achieve the ambition to become the leading digital local authority in Scotland.

2.

Report

2.1.

Following on from the update provided to members of the Transformation and

Digitisation Committee in November 2019, this report provides an overview of the
communications and engagement activity that has taken place to support the work
packages underway within the DigitalNL Programme.
The Communications and Engagement Plan, Appendix 1, outlines the aims to:

 Ensure staff are aware and informed about the digitisation goals and understand what is
expected of them
 Ensure service users recognise the benefits to be gained as a result of digitisation and have
the ability and opportunity to contribute to the redesign of services
 Make both staff and residents aware of the learning and development opportunities
available to gain new skills
 Regularly gather feedback to assess the impact of digital services
 Make digital systems and transactions the preferred option for all Stakeholders
2.2

The plan outlines the range of communication and engagement approaches planned to
support the continued introduction of digital services in the period up to June 2020.
Appendix 2 outlines the engagement timeline for the same period.
Communications Overview
Revenue and Benefits Portal

2.3

The new Council Tax, Benefits and Business Rates Portal went live in December 2019,
providing customers with the opportunity to manage their accounts anytime, anywhere.
Residents and business owners are now able to carry out a range of transactions online
such as, updating council tax address details, checking instalments and making online
payments, arranging e-billing and viewing and applying for benefits.

2.4

North Lanarkshire Council is also the first local authority in Scotland to offer this service for
Non Domestic Rates.

2.5

Internal Communications to staff including the use of newsletter articles and council-wide
announcements supported its launch.

2.6

The public-facing campaign got underway in January 2020 and a variety of communication
channels are being used to gain exposure and encourage use, including press, social
media, targeted posters and a short video demonstrating the benefits and how to register
for the Portal. This is available on the council’s website via the following link:
www.northlanarkshire.gov.uk/doitonline
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2.7

An edited version of the main video has been produced to target local business owners and
has been shared using the council’s LinkedIn account.

2.8

To gain widespread exposure, an A5 leaflet promoting the Portal and how to register will
also be included in the council tax annual billing information that will be sent to all residents
in March.
Service Redesign

2.9

As part of our digitisation programme, a service release plan has been created and over
the next five years, every service area will take part in a three-stage sprint process to
design, build and introduce better connected systems and services internally and externally
as a result of new technology.

2.10

As members are aware, the first two services to take part in this process were Waste
Solutions and the People and Organisation Development (POD) Employee Service Centre.
The first stage of the three-stage sprint process is now complete.

2.11

Following the successful completion of the first sprint phase, a full ‘Lessons Learned’ review
took place to improve the approach and techniques used for future sessions. This included
amending the Employee Information Pack to ensure staff receive a comprehensive brief
ahead of attending service redesign workshops. The sprints within Fleet and Built
Environment got underway on Monday 20 January 2020.

Stakeholder Engagement
Employees
2.12

Yammer is continuing to be a successful platform for sharing information, accessing news
and enabling colleague collaboration.

2.13

To help gain a better understanding of the use and effectiveness of the platform, Members
will recall that we asked staff to take part in a short survey.

2.14

Analysis of the data has taken place and based on the findings gained from 136
respondents, the feedback revealed that:





39.7% log on to Yammer once/twice per week
83% use the platform to check updates and read posts
52.9% believe it is building better engagement within the workplace
78.6% find the Q&A format with our Chief Exec very useful

Along with gathering opinions about its current use, the questionnaire captured ideas and
areas for improvement. The top three included:
 Stronger Management Support
 Employee Reward and Recognition
 Staff Suggestions and Polls to set live Q&A topics
2.15

The insight and suggestions gained will help to shape our future use of Yammer and the
role that this channel will play.
This will also include additional training options, both online tuition videos and face-to-face
sessions with service area Digital Transformers, to share the benefits and encourage
further uptake. This will be an area that is covered during the council’s Learning at Work
Week in May.

2.16

The findings of the survey are summarised
3.
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DigitalNL Newsletter
2.17

A new online newsletter dedicated to the DigitalNL Programme has been established to
ensure staff are informed about current work packages, key developments and planned
activity. It was shared using internal channels including email, Yammer and Connect. Digital
Transformers and Team Managers also played a key role in sharing the newsletter with
colleagues who don’t currently have access to a workplace computer.

2.18

The plan is to issue the newsletter on a bi-monthly basis with the next update scheduled
for release at the end of February.
Learning and Development

2.19

In collaboration with the Training and Organisational Design (TOD) team we have, and will
continue, to promote the LearnNL site and the range of learning opportunities that are
available, including a Digital Literacy Course. Information on the support available will
feature in the next edition of the DigitalNL newsletter.

2.20

In addition, North Lanarkshire Council will once again take part in ‘Learning at Work Week’,
which will take place between 18-24 May 2020. DigitalNL is part of the working group that
is being led by the TOD team to plan training events, materials, guides and information to
give staff the confidence and opportunity to learn something new. This first joint planning
session took place in January.

2.21

In advance of this, The Scottish Government is running Cyber Scotland Week (17-23
February 2020) and with support from the TOD team, we will use this time to share
communication material that the DigitalNL team holds, including information videos, to
reinforce the messages about how to stay safe online and highlight the training support
available.
Customers
Tenant Engagement

2.22

As previously advised, representatives from the DigitalNL team attended the Annual
Tenants Conferences that took place in November 2019. The half-day events provided an
open forum to share the council’s digital ambitions and the service level improvements that
will be achieved as a result.

2.23

Overall, the council’s planned digital offerings were met with positive feedback and many
residents expressed an interest in getting involved in the service redesign process.

2.24

Furthermore, as a result of these events, the DigitalNL Programme became the focus of
the first ‘Food for thought’ session of 2020 with the Tenants Association.
The event took place on 28 January and provided the opportunity to:

 Provide a detailed overview of the digital transformation planned
 Deliver a live demonstration of the new Revenue and Benefits Portal to highlight the
benefits and encourage registrations
 Summarise the work underway within Waste Management to offer online options to selfmanage transactions
 Explain more about how residents can get involved in the transformation, including how to
become part of the user testing groups for the council’s new website.
2.25

The community learning group ‘Digital North Lanarkshire’ attended the event to ensure
residents are aware of the free support, advice and training that is available to help make
the switch to online interactions aPage
positive
Representatives from North Star
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Consulting & Research, the independent Communications Scrutiny Consultants associated
with the Enterprise and Communities service area, also participated in the session.
Disability Access Panel
2.26

From a customer engagement and accessibility perspective, the DigitalNL Programme is
now represented at the Disability Access Panel. This move will ensure members are aware
of the work planned and are involved in the design and introduction of accessible digital
services. The first panel meeting of the year took place on 23 January 2020.
Trade Unions

2.27

A regular exchange of information regarding the progress of the DigitalNL Programme
takes place with Trade Union Representatives. The most recent consultation took place
with all Trade Unions on 27 January. This time was used to share current progress of the
service design work stream and clarify the council’s intentions to assess and manage job
implications as a result of digitisation.

2.28

As part of this process, it has been agreed that contact will be made with Trade Union
Learning Representatives to discuss the support available to retrain employees in local
areas. It is anticipated that Trade Union consultations regarding DigitalNL will take place on
a 6-8 week basis going forward. The date of the next meeting has to be agreed.

2.29

Trade Union representatives were informally involved in the Service redesign work
package. This will be formalised for the next round of Service sprints.
Website Redesign

2.30

In preparation for the launch of a new North Lanarkshire Council website later this year, the
first phase of work focussed on developing the structure and visual design of the site. This
was created in accordance with employee and customer feedback and is now complete.

2.31

In order to display and share the web pages based on what the new website will look like,
a prototype has been created based on mobile phone access. The QR code below can be
used to view the new design and has been shared internally with staff.

2.32

The next stage of work will move to content design and the information that will be made
available. As members will recall, we are working with web contributors from across all
services to ensure only current and relevant content is migrated to the new site and quality
standards are consistent.

2.33

To ensure this is successful, a ‘Tone of Voice’ document is currently under review and will
be shared with web authors to help guide the style and value of the information contained
throughout the web directory.

2.34

Supplementary training sessions will be offered in advance of and during the migration
phase.
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2.35

The content to be provided and delivery timeframe involved for this activity is being
discussed with the Corporate Communications team, with a view to having an agreed plan
in place by the end of February to take this forward.
Robotic Process Automation

2.36

The Revenue and Benefits team has helped to build and introduce North Lanarkshire
Council’s first Robot using Intelligent Automation (IA).

2.37

Internal communication channels have been used to ensure employees are kept up-to-date
with the progress being made in this area, including feedback from staff working alongside
this new technology. Information relating to this work will be reported in the next edition of
the DigitalNL newsletter.

2.38

The DigitalNL Intelligent Automation – Robotic Process Automation report is the subject of
a separate report to this Committee.
Digital Transformers

2.39

As planned, a face-to-face event took place in December with the council’s team of 32
Digital Transformers. The half-day session provided the opportunity to provide an update
on key developments including the website redesign and the progress being made in
relation to Robotic Process Automation.

2.40

An interactive presentation, highlighting the functionality and benefits of the Microsoft
Office 365 suite of products was delivered with the focus on collaboration and the ability
to access data from any location and on any device.

2.41

North Lanarkshire Council will be introducing MS O365 during 2020 and the Digital
Transformer team will become the early adopters and champions of this software.
Next Steps

•
•
•
•
•
•
•

Continue communications campaign to raise awareness of the Revenue and Benefits
Portal and encourage registrations.
Coordinate and issue the second DigitalNL staff newsletter
Continue to provide website redesign updates and seek internal and external participants
for user testing
Submit website ‘Tone of Voice’ document for approval and plan web training to familiarise
web contributors with site functionality and all content related responsibilities
Continue to produce a varied range of communications to keep staff informed about the
service design sprints and milestone achievements
Lead communications during Cyber Scotland Week and continue to work with the TOD
team to prepare for Learning at Work Week
Introduce new interactive ways of using Yammer, including changing the format of Q&A’s
with the Executive team

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

Implications

4.1

Financial Impact
The communications budget for 2020/21 has still to be agreed and will be 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, 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.

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 processes being efficiently and effectively designed to
support new digital service delivery models and solutions, which are designed to meet the
needs of staff, customers, 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 experiences, and availability
of multi-skilled, agile and flexible staff are key to demonstrating this programme’s success

6.

Supporting documents
Appendix 1 - DigitalNL Communications and Engagement Plan (January-June 2020)
Appendix 2 – Communications and Engagement Roadmap (January-June 2020)
Appendix 3 - North Lanarkshire Council Yammer Survey Results (2019)

Head of Business Solutions
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DigitalNL
Communications and Engagement Plan
January – June 2020
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1. Purpose of this document
This Communications Plan provides an overview of the methods, proposed and
existing, to inform, engage and involve Stakeholders across the work streams
associated with the DigitalNL Programme.
It outlines the objectives, describes the key audience groups, and details the
communication activities planned to take place between January and June 2020.
2. Project Background
The DigitalNL project is in place to digitise council services, shifting the way that people
interact with the council towards accessible online services and delivering
transactional activities in a more efficient manner.
The aim is to bring services together and provide a cost effective and better quality
service for customers. Communicating and engaging with employees, customers,
businesses and residents has an essential role to play in this transformation process.
3. Communication objectives
Across all communication and engagement activities, our priorities will be to:
 Ensure staff are aware and informed about the digitisation goals and understand what
is expected of them
 Ensure service users recognise the benefits to be gained as a result of digitisation and
have the ability and opportunity to contribute to the redesign of services
 Make both staff and residents aware of the learning and development opportunities
available to gain new skills
 Regularly gather feedback to assess the impact of digital services
 Make digital systems and transactions the preferred option for all Stakeholders
4. Key messages
Communication messages will be a mix of generic, covering all audiences, and modified
to suit individual stakeholder groups, depending on the activity and phase of the digital
change programme.
Where possible, they will be aligned to The Plan for North Lanarkshire, and support one
of the five core priorities, which are as follows:






Improve economic opportunities and outcomes
Support all children and young people to realise their full potential
Improve the health and wellbeing of our communities
Enhance participation, capacity and empowerment across our communities
Improve North Lanarkshire’s resource base
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5. Target Audiences
North Lanarkshire Council has a broad spectrum of Stakeholders, each of which has
different priorities and interests, but they all have a part to play in the digitisation
process.
They include, but are not limited to the following:
Internal Stakeholders
Executive Team and Heads of Service
Employees
Digital Transformers
Team Leaders/Managers
Corporate Communications
People and Organisational
Development
Training and Organisational
Development (TOD)

External Stakeholders
Residents and Service Users
Businesses
Councilors and Elected Members
Trade Unions
Community Partner Organisations and
Voluntary Groups
Scottish Government
Schools/Education
ALEOs e.g. CultureNL, NLLeisure,
Libraries
Other Local Authorities
Media
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6. Planned Activity
Activity

Goal

Purpose of Communications

Manage Revenue and Benefits
Campaign

Make the new Portal the preferred
customer interface for transactions

Raise awareness of the Council Tax,
Benefits and Business Rates Portal and
encourage account registrations

Digital Service Redesign

Introduce a digital delivery model that
moves customers and staff to online
platforms to achieve cost savings and
service level improvements

Ensure staff and residents, where
applicable, are aware of the service
redesign process and facilitate their
ongoing involvement to deliver online
options based on user needs

Resident/Community Engagement

Encourage resident/community
participation in North Lanarkshire
Council’s digital transformation

Ensure service users are informed about Social Media,
the council’s digital ambitions and have
Community
the opportunity to shape online service
Forums
functionalities

Website User Experience (UX)
Content Redesign

Implement a new Content Management Share information about the work taking
System (CMS) that meets the needs of place and the reasons why this
employees and customers to facilitate programme is required and seek
Stakeholder involvement
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Channels

Audience

Internal
Messaging,
Newsletters,
Social Media,
LinkedIn,
Press/Posters,
Website,
YouTube,
Mailshots,
Schools, ALEOs

Residents,
Employees,
Businesses,
Community Groups,
Trade Unions,
Elected Members

Workshops,
Internal
Messaging,
Employee
Information Pack,
Newsletters,
Citizen’s Panel,
Tenant
Association,
Disability Access
Panel

Employees, Trade
Unions, Elected
Members,
Residents

Workshops with
Staff and
Customers, User
Testing Groups,

Residents, Elected
Members, Local
Businesses,
Community Groups
Employees,
Residents,
Businesses,
Community and
Accessibility Groups

web-based interactions with future
council services

Robotic Process Automation (RPA)

Showcase advancements of North
Lanarkshire Council in the field of
Artificial Intelligence (AI) and the
benefits that are being realised

Digital
Transformers,
existing NLC web
authors
Communication of cost savings and
efficiencies with regards to staffing and
service level improvements

Internal
Messaging,
Newsletters,
Workshops and
Staff Feedback

Employees, Trade
Unions, Elected
Members, other
Local Authorities

Press, Social
Media, Posters,
Inform residents and service users of
Email, Internal
changes being made to existing practices Messaging,
Customer Contact
in order to enhance customer service
Centre, First Stop
Shops

Employees,
Residents,
Businesses, Elected
Members, Trade
Unions, Community
Groups

Internal
Promote the use of a single council wide Messaging,
reporting tool and encourage “self-serve” Workshops,
LearnNL
capability.

Employees, Elected
Members

Customer Services Hub

Support the centralisation of customer
contact to a single location

Business Intelligence (BI) Hub

Streamline reporting requirements for
both the Strategic Performance
Framework at a corporate level and
service management requirements.

Microsoft O365

Introduce new software packages
which are readily adopted and used
across all service areas

Advertise the availability of cloud-based
services to all employees, where
applicable, and the training available to
facilitate changes to current systems

Digital
Employees, Trade
Transformers,
Unions, Elected
Yammer, Email, Members
Newsletters,
Posters, LearnNL,
MySelf

Cyber Scotland Week (17-23 Feb)

Ensure Stakeholders can keep
themselves and their data safe when
carrying out online transactions

Raise awareness of workshops,
training/information materials and events
taking place as part of this week long
activity

Internal
Messaging,
Newsletters,
Social Media,
Press, Website,
Videos

Employees,
Residents, Trade
Unions, Businesses,
Community Groups,
ALEOs

6
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Learning at Work Week (18-24 May)

Support North Lanarkshire Council’s
Digital Workforce Strategy

Inform employees of the learning
opportunities available to them, including
how to improve digital literacy skills,
during this event

Digital
Employees, Trade
Transformers,
Yammer, Email, Unions, Elected
Members
Newsletters,
Posters, LearnNL

7
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7. Monitoring and Evaluation
This Communications Plan will evolve, adapt and incorporate new methods and
approaches to reach and engage our audience groups and deliver the programme’s
goals.
User feedback and uptake levels will be monitored and data analysis will be conducted
to ensure that we produce communications that engage and support everyone
throughout North Lanarkshire Council’s digital transformation.
The Communications and Engagement Sub-Group, chaired by the Head of Strategic
Communication and with senior officer representation from across council services,
meets regularly with updates provided at each meeting of the DigitalNL Delivery
Board. Both the Sub-Group and the Board review communications and engagement
activity and agree proposed activity.
8. Budget
The communications budget for 2020/21 has still to be agreed, and will be built into
the council’s overall budget monitoring process.
Financial costings in relation to communications activity for the DigitalNL Programme
will be recorded and reported via the DigitalNL Delivery Board.
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Appendix 3
1/29/2020
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AGENDA ITEM 9

North Lanarkshire Council
Report
Transformation and Digitisation
Ref

☐approval ☒noting

Date 26/02/20

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 October 2019 and
31 December 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 Digitisation 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
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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

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 October 2019 to 31 December 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.

Page 60 of 62

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.

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

Firewall
Hardware
(School
Bandwidth Upgrade)
10GBps Digital Internet Service

Contract
Award
Date

Contract
Start
Date

Contract
End Date

Contract
Extension

Contract Value
(inc extension)

29/10/2019

30/10/2019

29/10/2022

29/10/2022

£221,925.92

06/12/2019

09/12/2019

08/12/2021

08/12/2022

£148,934.38

(£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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Approved

Successful
Tenderer

Supplies
Services
Works

£178,000.00

Capita IT Services

Services

£125,000.00

Capita Business
Services Ltd

Services

Budget (£’s)

No of
Tenders
Received

Route*

1

DAF3

1

DAF3

