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AGENDA
(1)

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

(2)

COVID-19 - Response and Recovery - Business Solutions (page 5 - 12)
Submit report by the Head of Business Solutions highlighting the level of activity deployed by
her Service in response to the pandemic and its subsequent recovery (copy herewith)

(3)

Presentation - Digital NL Journey and Future Build

(4)

PoW 083 Customer Service Hub - Technology Design and Implementation Update
(page 13 - 18)
Submit report by the Head of Business Solutions highlighting the design and build work being
undertaken by our digital business partner Agilisys to deliver the technical infrastructure to
support and sustain our digital ambitions (copy herewith)

(5)

PoW 75.1 - Digital and IT Strategy - Review 2020 (page 19 - 36)
Submit report by the Head of Business Solutions presenting the first annual review of the
Digital and IT Strategy 2019-2024, as previously approved by the Policy and Strategy
Committee in June 2019 (copy herewith)

(6)

PoW 069 - DigitalNL Communications and Engagement Activity (page 37 - 48)
Submit report by the Head of Business Solutions outlining the progress and future plans in
place to accelerate the development of a digital workplace, web-based access to service
information and transactions and the use of data and automated intelligence to boost
productivity and service operations (copy herewith)

(7)

Business Solutions - Capital Monitoring Report 1 April to 24 July 2020 (Period 04)
(page 49 - 56)
Submit report by the Head of Business Solutions highlighting the financial performance of
Business Solutions for the 2020/21 capital programme for period ended 24 July 2020 (Period
04) (copy herewith)

(8)

Contracts Awarded Below Committee Approval Threshold (page 57 - 60)
Submit report by the Head of Asset and Procurement Solutions advising of contracts awarded
between 1 April and 30 June 2020 (copy herewith)
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AGENDA ITEM 2

North Lanarkshire Council
Report
Transformation and Digitisation Committee
☒approval ☒noting

Ref KH/LJ

Date 02/09/20

COVID-19 - Response and Recovery - Business Solutions
From

Katrina Hassell, Head of Business Solutions (Chief Executives)

Email

HassellK@northlan.gov.uk

Telephone 01698 302235

Executive Summary
The emergence of the COVID-19 pandemic required an unprecedented and fast faced
response across the council, and with partners, local organisations and communities.
Responsible for driving the provision of modern digital services and wide scale
transformation across the council, the Business Solutions team played a crucial role in
further developing and enabling the infrastructure, hardware, software, and solutions to
ensure delivery of not just the most critical services required to respond to the pandemic,
but also many business as usual activities.
This report highlights the level of activity deployed by Business Solutions in response to
the pandemic and its subsequent recovery.
Accelerated enhancements to the council’s infrastructure supported new methods of
service delivery and, with the council’s digital workplace implementation (as part of the
transformation programme, Digital NL) also significantly accelerated, the council is moving
forward, at pace, to secure sustainability for these new working arrangements.
The service showed its ability to be flexible and adaptable to changing environments, reprovisioning staff to provide back office support to a range of programmes supporting the
most vulnerable people in our communities. This included the development of a new
system which provided a secure platform for end to end support for those identified as
shielding or requiring additional support through the national hotline announced by the
Scottish Government.
In addition, governance frameworks were updated to accurately reflect current and future
practices. Further details of the work carried out are included in this report.

Recommendations
It is recommended that the Transformation and Digitisation Committee:1) Considers the work of Business Solutions and the significant impact of the work
of the service during the pandemic, and
2) Notes the impact of Recovery Planning on previously approved DigitalNL Year 2
Work Packages.
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The Plan for North Lanarkshire
Priority

All priorities

Ambition statement

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

1.

Background

1.1

As Members are aware, the first reports of coronavirus (COVID-19) emerged from
China in late 2019. The virus spread rapidly across the world and on 11 March 2020
the World Health Organisation (WHO) declared COVID-19 a pandemic.

1.2

On 23 March 2020 the UK Government introduced various measures to slow down the
spread of the virus by informing the whole of the United Kingdom to stay at home
(except in some limited circumstances).

1.3

In response, various measures were implemented by the council to prevent the spread
of the virus which impacted on the delivery of services.

1.4

During this time Business Solutions played an increasingly significant role in providing
the infrastructure to support new ways of delivering services, standing up new solutions
to support the most vulnerable and influencing national decision making.

2.

Report

2.1

During the early stages of “lockdown” a number of simultaneous activities allowed
Business Solutions to mobilise, reallocate and efficiently implement resources to deliver
alternative services and escalate technology builds to deliver essential services. This
was achieved whilst mitigating risk and ensuring transparency and accountability
around the crisis response, decision making and use of resources.

2.2

Work from Home - Infrastructure requirements
From 23 March 2020 the council has complied with the work from home where possible
requirement. This necessitated the mobilisation of all available technologies to allow
the delivery of services and support to employees as they adapt to change, become
flexible in their approach and embrace new technology.
As you would expect this has been particularly challenging given the nature and speed
of change required. Pre-23 March 2020, normal home working utilisation was less than
100 users per day, with the system scoped to accommodate a maximum of around 500
users per day. The maximum pre-COVID-19 had never been experienced.
Limited capacity (e.g. bandwidth, licensing, hardware capability), meant that initially
restrictions were in place for Any Connect, with services requested to access systems
within specified two hour slots approved by the council’s Strategic Recovery
Group. Once in place and operating effectively, the service was then built upon through
the re-provisioning and re-prioritising of hardware and bandwidth capability, with open
access available to all from 30 March 2020.
At the same time, there was a significant demand created in respect of moving from
physical to online meetings. Any traffic associated with online meetings had to traverse
through the same council internet hardware as Any Connect and therefore had a
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detrimental effect on the ability to continue to deliver services. In the early weeks the
use of online video meetings was controlled to allow further solutions to be developed
to minimise or remove their impact on the network.
The introduction of WebEx, with suitable configuration, allowed the off-boarding of
associated traffic and minimised the impact to the core broadband capacity.
The subsequent introduction of additional remote working capacity, through
AnyConnect, incorporating additional portals (allowing segregating and prioritising of
staff), and the reuse of existing school internet to increase corporate capacity (now
reverted back), resulted in a steady controlled transition to return to operation but
predominately from home.
The improvements deployed accommodated the average of 1,900 daily users now
working on AnyConnect, with approximately 3,900 remote access tokens in place
across services. 100 WebEx licenses are in use and this platform is very well used for
online video meetings.
Demand for laptops is high, with 300 already deployed across services. Business
Solutions has secured further capital funding for the refresh of an additional 2,000
devices this year, the majority expected to be laptops. In addition, funding has been
allocated for the redevelopment of the council’s home working solution, Any Connect,
to ensure long term sustainability to support new models of service delivery, and build
resilience in the event of further COVID-19 waves.
2.3

Supporting Services for the Most Vulnerable (Shielding)
Following the introduction (on 23 March 2020) by the Scottish Government of shielding
restrictions, telephony systems were quickly mobilised to allow targeted calls to those
on the NHS lists identified as being in vulnerable categories. North Lanarkshire Council
was the first council to introduce both inbound and outbound calls to support the most
vulnerable in our communities. In early April a national hotline number was announced
by the Scottish Government which directed calls straight to the local authority the caller
resided in.
In parallel to the telephony technology being in place, Agilisys, the council’s System
Integrator Partner announced its intention to work with Microsoft (MS) to develop a
nationally available support solution based on the MS Dynamics platform. The first
“show and tell” for Scottish local authorities took place on 30 March 2020. With a strong
relationship with Agilisys already in place, and the locally developed shielding
questionnaire adopted as the national template by SOLACE (Society of Local Authority
Chief Executives), the council was approached to work with Agilisys to develop the
bespoke solution (Helping Hands) to meet the requirements of the Scottish
Government, partner agencies and local delivery team.
Representatives from Business Solutions acted in an advisory capacity for the national
group and a reference point for other Scottish local authorities implementing Helping
Hands. North Lanarkshire was the first authority in Scotland to stand up the live solution
on 27 April 2020. Over the next 2 weeks over 5,000 back records were entered in the
system, 200+ contact agents were trained and reports for the team delivering solutions
were developed, tested and implemented. The solution facilitated support for the
12,726 people on the shielding list, allowed the delivery of 6,408 food parcels and
enabled 1,147 referrals to voluntary groups, with 225 referrals to social work, the
financial inclusion team or NHS Lanarkshire.
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The data from Helping Hands was also linked to the GIS support team within Business
Solutions building interactive maps and identifying local services, such as shops,
pharmacies and community hubs, along with current opening times and support
numbers for communities.
A post and print file was created to allow 18,500 families, eligible for free school meals,
to receive vouchers from Education and Families to support financial hardship.
A shielding and vulnerable people App has been developed and will be put into
production should a second wave of COVID-19 hit.
2.4

Digital NL Programme
The major programme of work for the council, Digital NL, continued at pace to enable
staff to work more flexibly supported by an enhanced digital offering.
Service Design
Members will recall the Digital NL - Year 2 Work Package report submitted to the
Transformation and Digitisation Committee in May 2020. This report detailed the work
packages being completed as Year One of the programme came to a close and those
scheduled for commencement as part of the Year 2 planning.
Working with services and progressing through virtual teams, the table below provides
an update on the current status.
Work package
Waste Solutions
Employee Service
Centre
Fleet
Built Environment
Environmental Assets
Health & Social Care
and Housing Repairs

2.5

Status
Complete – signed off by Head of Service – moved to
build phase.
Complete – working with service to implement internal
chatbot and RPA solution.
In progress – design stage complete and moving to
build phase
In progress – design stage complete and moving to
build phase
Commenced July 2020 – now in design stage
Commenced August 2020 – now in design stage

Digital Workplace
The planned roll out of MS365 was accelerated due to the need to change how staff
worked as outlined is section 2.2.
The steering group was set up (virtually, in May 2020) and the team of Digital
Transformers plus a cohort of early adopters are currently being trained and will provide
advice and support to Elected Members and staff across the organisation. Heads of
Service attended a bespoke M365 training course in August.
A comprehensive communication and engagement plan is in place to ensure all staff
are aware of the changes and learn about the training and support that is available to
them via the LearnNL portal. Over 700, 3-5 minute videos are available to support
users in the use of the new M365 applications, including Teams, SharePoint and
Yammer.
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The fast-track roll-out of Microsoft Teams to 200 users is underway with a closed pilot
to iron-out teething issues, followed by an open pilot. Numbers will continue to grow
as the wider DigitalNL workplace continues its mass migration between now and March
2021. At that point approximately 5000 users will have migrated to MS O365.
2.6

Intelligent Automation - (Robotic Process Automation “bots”)
During the recovery process a number of requests for the development of “bots” were
received to alleviate processing burdens. These are currently being progressed
through the Recovery Group and will be prioritised in line with recovery planning
assumptions and business objectives.
However, an immediate effort for a bot was actioned to support the processing of all
Free School Meals. This has ensured all payments to those qualifying would be paid
ahead of the school year commencing as planned on 12 August 2020.

2.7

Strategic Policy and Governance
In light of the changes to working arrangements a number of policy and governance
changes were implemented.







Data Protection Impact Assessments were completed for Helping Hands and a
Data Sharing Agreement was signed between the council and VANL due to the
sensitive nature of data available through channels.
Further Data Protection Impact Assessments were also completed for the Digital
Workplace, Azure Cloud assessment and migration, and Digital Platform design
and build, to identify any potential risks in relation to processing personal data and
ensure appropriate controls and safeguards were put in place.
The Digital and IT Strategy was reviewed and updated.
The Acceptable Use of ICT Policy was updated to reflect emerging conditions.
Profiles for the nine new Community Boards were developed.

A detailed case was prepared, on behalf of the Head of Environmental Assets, for
submission to the Impact and Modelling Group at Scottish Government. Business
Solutions built up the case based on research and scientific evidence to address the
current social distancing requirements within Public Sector Transport.
The case covered services such as waste collection, grounds maintenance, patient
transport for the Scottish Ambulance Service and delivery of services within Scottish
Fire and Rescue and Police Scotland. The outcome is awaited.
2.8

Digital Classroom and Community Hubs
As the schools closed in mid-March 2020, the council worked with the Scottish
Government and Education Scotland to ensure learning continued. Business
Solutions provided support to Education and Families to roll out technology
requirements utilising Glow, Scotland’s national learning platform.
Whilst early work has now been suspended due to the decision to fully reopen
schools, as planned on 12 August 2020, the council is in dialogue with BT Open
Reach (BT) regarding scope to pilot a 5G enabled immersive classroom experience
within the Muirfield Community Centre, Cumbernauld.
This project will be fully funded by BT for 1 year, and any equipment installed as a
result of the pilot would remain within the Council’s ownership thereafter. This pilot
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presents an exciting opportunity to deliver educational content and digital learning
and experiences in a completely new manner, and may also present opportunities for
alternatives to site visits, such as museums, which would aid the continued response
to COVID-19.
From the outset of the pandemic the council’s community hubs provided support for
the children of key workers, vulnerable children and those with additional support
needs.
Following the Scottish Government guidelines, Business Solutions created and
implemented an on-line booking system for hub places, assisting 31,645 children to
attend the hubs and family learning centres.
2.9

Support for Businesses
In early May announcements were made by the Scottish Government on a range of
support funds for businesses. Business Solutions staff worked on behalf of Enterprise
and Communities to develop online forms for the Self Employed Hardship Fund, the B
& B Hardship Fund and the Grant support for small and medium sized businesses, thus
allowing applications to be fast-tracked and monies paid, where appropriate, in a timely
fashion.

2.10

Business as Usual
It should be noted that the detailed response to COVID19 response and recovery is in
addition to the work highlighted in the presentation today for the Digital NL programme.
Staff within Business Solutions worked tirelessly to address new challenges,
implement solutions and continue with business as usual in over 26 business areas
within the COVID-19 Recovery Plan. 27% of business areas achieved productivity of
<10% during lockdown; 4% of business areas achieved productivity of between 50%
and 80%; and 69% of business areas achieved productivity of between 80% and
100%).

2.11

Next Steps
The council’s detailed Recovery Planning continues with key support from Business
Solutions. Impacts on the phasing of planned work will be addressed when the detailed
requirements are known during September 2020. Each activity requiring assistance
from Business Solutions, particularly at Levels 1 and 2 of recovery planning will be
scored against a set of criteria within Business Solutions to ensure resources are
allocated to key priorities. Work plans within the service will thereafter be revised as
necessary.

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.
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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
Business Solutions incurred costs of circa. £0.270m in respect of the COVID-19
recovery and response actions illustrated within this report. These costs are reflected
within the overall financial position of the council reported on 13 August 2020. Further
IT and Digital costs may arise as services deploy their recovery plans. These are not
yet quantified, but have been acknowledged within the £5.000m contingency sum
identified within the report by the Head of Financial Solutions.

4.2

HR/Policy/Legislative Impact
Required changes will be reported through the Finance and Resources Committee.

4.3

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

4.4

Risk Impact
Risks are managed in line the council’s corporate risk management processes.

5.

Measures of success

5.1

There are two key measure of success evidenced in this report:
(1) The extent to which all available technologies were quickly mobilised to facilitate
large scale home working. This enabled ongoing delivery of critical services as well
as ensuring available resources to support the council’s response to the pandemic.
(2) Delivery of the DigitalNL business as usual programme which continued at pace,
while simultaneously delivering on new developments to support those most in
need in North Lanarkshire’s communities, for example those shielding and free
school meals vouchers.

6.

Supporting documents

N/A

Katrina M Hassell
Head of Business Solutions (Chief Executive Service)
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AGENDA ITEM 4

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

Ref KH/LJ/JL

Date 02/09/20

PoW 083 Customer Service Hub – Technology Design and
Implementation Update
From

Head of Business Solutions

Email

Hassellk@northlan.gov.uk

Telephone 07903 096121

Executive Summary
The DigitalNL Transformation Programme provides exciting new opportunities to harness
the council’s commitment to providing high quality customer services with our ambitions
to become a leading digital authority. The new Council website, with increased
functionality and opportunities for customers, residents and businesses to self-serve
digitally, along with the Customer Service Hub, both provide a significantly more modern,
customer facing approach.
This report highlights the design and build work being undertaken by our digital business
partner Agilisys to deliver the technical infrastructure to support and sustain our digital
ambitions.

Recommendations
The Transformation and Digitisation Committee is requested to:
1. Note the design and build work programmes that are underway by Agilisys and
council services to develop the Content Management System and Customer
Relationship Management system which are integral to the launch of a new
council website that encompasses increased functionality and improved end-user
experiences;
2. Agree that the website launch is rescheduled to mid-October 2020 to allow
sufficient time and capacity for robust user testing and communications; and,
3. Note that the scheduling of the service sprints in both Housing Repairs and
Homecare Services has been brought forward to enable their earlier integration
within the DigitalNL Transformation Programme and the potential for greater
alignment with the council’s Covid-19 recovery planning arrangements.

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

Members are aware that Agilisys came on-board in November 2019 as the council’s
systems integration business partner, responsible for advising and supporting the
council in the development and delivery of the main infrastructure workstreams linked
to our digital transformation ambitions.

1.2

Included within these is the creation of a new council website with increased
functionality and introducing opportunities for residents, businesses and service
users to engage with the council and resolve an increasing number of enquiries,
requests for service, payments and applications via self-serve options.

1.3

Agilisys are responsible for designing and building the website’s Customer
Relationship Management System (CRM) using Microsoft Dynamics as the digital
platform.

1.4

This report provides members with a progress update on designing the website
technology including timeline and key milestones.

2.

Report
Customer Service Hub

2.1

Development of the new website is central to achieving improvements in customer
service, accessibility and the planned efficiencies envisaged through the introduction
of the Customer Service Hub. The Policy and Strategy Committee, at its meeting in
June this year, considered a full report setting out the vision and initial operating
model for the Customer Service Hub.

2.2

The Customer Service Hub will ultimately be responsible for customer enquiries,
requests for service and applications across all service areas. The scheduling for
migration of relevant service areas is determined through a programme of ‘Release
Sprints,’ although scope exists to amend this schedule by accelerating or deferring
sprints in line with Covid-19 recovery planning and any other emerging priority areas.

2.3

As referenced in the DigitalNL presentation included on this agenda, service sprints
are underway across a number of areas to identify where efficiencies and wider
benefits may be realised through changes to existing processes. These may include
for example: introduction of automated processing; migrating and consolidating
customer enquiries within the Customer Service Hub; and/or use of technology to
support end-to-end processing, dynamic scheduling, workflow management and
reporting. Service sprints are now complete in the Employee Service Centre, Waste
Solutions, Fleet Resources and Built Environment. Of these, Waste Solutions has the
largest customer enquiry element and this will be the first service area to be delivered
via the Customer Service Hub.

2.4

In tandem, communication via the council website and social media will proactively
push enquiries towards self-serve solutions thereby satisfying a significant, and
increasing, volume of enquiries via digital channels.
Website Design and Technical Functionality
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2.4

In order to deliver Waste Solutions’ customer enquiries via self-serve options through
the council’s website, Agilisys are now building this functionality on the CRM system.
Dialogue with the Head of Waste Solutions and Regulatory Services and his senior
management team has taken place to identify and prioritise the type of enquiries that
are received in high volumes and must be available for delivery via the website.
These include for example individuals requesting a bin pull-out service for medical
reasons or a request for a new or replacement bin. Detailed user stories have been
developed to inform the exact specification and functionality of the CRM build and
ensure that all elements of the enquiry can be processed, handed-off to back office
and workflow management, resolved, recorded and ultimately closed. These user
stories cover both the customer’s perspective and the requirements of the Customer
Service Hub staff who are dealing with enquiries. This ensures that all component
parts are included in the CRM design and build. The user stories are also prioritised
to ensure that the council does not deploy a disproportionate level of available
resources in designing the Waste services’ functionality of the website at the expense
of further service areas which are due to migrate at a later stage.

2.5

In addition to increased self-serve functionality on the website, Agilisys have also
developed the Content Management System (CMS) software to create, manage and
modify all website content. This will ensure that website navigation is more
straightforward and visitors to the website will benefit from content being published in
a standardised style that is simple to follow and easily understood. Moving forward,
the council will have increased capacity to create and modify its own website pages
without the requirement for external specialised technical expertise. Further details,
including information on the migration of existing website content to the new CMS,
and training that has already been provided to web publishers in the relevant services
is included in the separate Communications report on this agenda.

2.6

The timeline for launch of the website has slipped slightly from August, as originally
envisaged and reported in the Policy and Strategy report referenced at 2.1 above, to
mid-October. This allows sufficient time for robust acceptance testing, including user
testing as described in the separate Communications report. The migration to the
Customer Service Hub and launch of the new website are both significant milestones
in the council’s digital transformation and as such, the emphasis is on ensuring that
the delivery of these meets residents and service users’ requirements from the
outset, while also ensuring due diligence of all HR processes including employee
engagement and communication and dialogue with trade unions where staff are
impacted by the developments.

2.7

Waste Solutions is the largest service area from the initial programme of Release
Sprints to migrate to the Customer Service Hub and it is anticipated that subsequent
transfers will benefit from lessons learned and experience gained. The Year Two
programme of Release Sprints has recently commenced and includes Environmental
Assets (as per the original Release Schedule), along with Housing Repairs and
Homecare services. These have both been accelerated to reflect efficiency and
service delivery opportunities through their earlier integration within the DigitalNL
Transformation Programme.
Telecommunications

2.8

It is envisaged that the existing Netcall capability and licences deployed by the
council in the Customer Contact Centre will be utilised within the Customer Service
Hub. Due regard and close attention to the anticipated volume of enquiries will be
undertaken during future service sprints to ensure that the Customer Service Hub
retains sufficient capacity within the existing Netcall channels to meet demand. As
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customers increasingly switch to self-serve options via the website and digital
channels the requirement for telephony services via Netcall will reduce, however, it is
recognised that provision and capacity will require to be closely monitored.

3.

Equality and Diversity

3.1

Fairer Scotland Duty
There are no requirements to compete a Fairer Scotland Duty assessment as part of
the technological development work.

3.2

Equality Impact Assessment
Similarly, while there are no requirements to complete an Equality Impact
Assessment as part of the technical activity, members should be assured that these
are undertaken as part of each service sprint to ensure that there will be no adverse
impacts on individuals with one or more protected characteristics, and also, to identify
any opportunities to improve equality of access and/or opportunity through the
revised service delivery proposals and digital developments.

4.

Implications

4.1

Financial Impact
Digital technology development costs are contained within the overall indicative five
year investment (£28.8m) and regular monitoring, control and reporting on revenue
and capital is carried out in line with Financial Governance arrangements. Year Two
costs are linked to the website design and build phase, including the digital platform
and CRM.

4.2

HR/Policy/Legislative Impact
There are no HR, policy or legislative impacts arising from the website design and
build activity. There are, however, potential HR and policy impacts in relation to
service sprint recommendations and these are addressed through established due
diligence procedures and reported via the Workforce Steering Group and relevant
service committee.

4.3

Environmental Impact
There are no immediate environmental impacts, however, increasing the volume of
enquiries that can be handled via self-serve digital channels will ultimately contribute
to reducing North Lanarkshire’s carbon footprint by reducing the requirement for
residents, service users and members of the public to visit offices in person.

4.4

Risk Impact
Separate Risk Registers are in place for the design and build and website content
workstreams. In addition, the wider Risk Register for the overall development of the
Customer Service Hub has recently been finalised for consideration by the DigitalNL
Projects Board at its meeting on 24 August 2020. In addition to separate meetings of
the DigitalNL Projects Board, where the focus is entirely on potential risks associated
with the DigitalNL Transformation Programme, the Progress Status Reports also
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include the requirement to highlight any issues where the residual rating remains high
after due controls and mitigations have been put in place.
5.

Measures of success

5.1

Success overall will be determined through the successful application of digital
technology to provide a new council website with increased functionality and
opportunities for direct engagement and interaction with customers, residents and
businesses, along with delivery of a modern, customer facing Customer Service Hub.
Specific performance measures to monitor uptake of the new online services and
self-serve opportunities will be developed. Similarly individual performance
measures, including projected benefits realisation outputs, are included in the final
recommendations from individual service sprints. Early deliverables will include:
5.1.1 User testing and feedback from both pilot participants and council employees
confirming that the website’s functionality, content, visual presentation and
navigation are all of a high standard and efficiently and effectively meet all
stakeholders’ expectations and requirements;
5.1.2 New website going ‘live’ this autumn with increased functionality in Waste
Services and improved, consistent format across all pages;
5.1.3 2020/21 and Future Years’ Service Release Plans approved and service
sprint redesign activity implemented as per schedule;
5.1.4 Service sprints underway in Housing Repairs and Homecare Services to
identify early deliverables and improved outcomes for service users through
their integration within the Digital Transformation Programme and Customer
Service Hub;
5.1.3 Communications Strategy in place to support the roll-out of the new website
and Customer Service Hub and ensure awareness amongst North
Lanarkshire’s residents, communities, businesses and voluntary sector; and,
5.1.6 Communication and Engagement Plan and bespoke training programmes
developed and delivered to ensure that all employees are fully aware of the
new operating models and in particular, to enable those employees who have
a direct responsibility for service delivery via the website or Customer Service
Hub, to become confident and skilled in their new roles and are equipped to
provide high quality customer services.

6.

Supporting documents

6.1

There are no additional papers to this report.

Katrina M Hassell
Head of Business Solutions (Chief Executive Service)
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AGENDA ITEM 5

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

Ref KH/AM

Date 02/09/20

PoW 75.1 - Digital and IT Strategy – Review 2020
From

Katrina Hassell, Head of Business Solutions

Email

hassellk@northlan.gov.uk

Telephone 01698 302235

Executive Summary
This report presents the first annual review of the Digital and IT Strategy 2019-2024. The
strategy and accompanying appendix, which were approved by the Policy and Strategy
Committee in June 2019, have been updated to reflect the fast changing environment in
which the council operates, not least the implications and unexpected opportunities
arising from the Coronavirus (COVID-19) pandemic.
IT is integral to all priorities in the Plan for North Lanarkshire and since last year we have
anticipated and seen many changes that will impact on our communities and services.
The Digital and IT Strategy details the programmes, projects and policies that will enable
us to recover, renew and transform council services by exploiting emerging technology to
the benefit of our communities, services and employees.

Recommendations
It is recommended that Transformation and Digitisation Committee:
(1) notes amendments and additions to the Digital and IT Strategy, and
(2) approves the updated strategy.

The Plan for North Lanarkshire
Priority

All priorities

Ambition statement

All ambition statements
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1.

Background

1.1

Members will recall the Digital and IT Strategy is one of the strategies that comprise
the Strategic Policy Framework that supports the Plan for North Lanarkshire. As part
of our ambition to be the place to Live, Learn, Work, Invest and Visit, we aspire to be
a leading digital authority.

1.2

The Digital and IT Strategy 2019-2024 was presented to Transformation and
Digitisation Committee in May 2019 and was subsequently approved at Policy and
Strategy Committee in June 2019.

1.3

As planned, the strategy has been reviewed after its first year and the updated Digital
and IT Strategy - Review 2020 is attached as Appendix 1. The strategy, and guiding
principles, detail how we will transform the council with three key aspirations to
digitise council services, upskill staff and residents and stimulate economic growth.

2.

Report

2.1

With a view to achieving our ambitions, while reducing duplication and overlaps, the
Digital and IT Strategy brought together disparate programmes, plans and policies.
Members will recall these component parts were expected to fluctuate as Digital NL
became embedded. This has indeed happened and the strategy currently comprises
12 key programmes and projects and 8 policies, frameworks and plans (hereafter
collectively referred to as plans).

2.2

Members will recall the initial intention was for the strategy to focus on the high-level
building blocks of DigitalNL and SmartNL. This now seems somewhat short-sighted
however, as such doesn’t provide sufficient coverage of the transformative nature of
many of the previous “block” components. To this end, these are now separately
illustrated as key projects and programmes within this revised Strategy.

2.3

IT and Digital are integral to the future success of the Plan for North Lanarkshire, and
the Digital and IT Strategy highlights how technology will be used to transform
service delivery. It is not however written in isolation, with several national strategies
and developments continuing to influence its content and direction.

2.4

Within the past year, many changes have impacted on the strategy, not least
Coronavirus (COVID-19). In March 2020, a large proportion of the council’s workforce
moved to home working, with some services temporarily suspended or significantly
reduced to accommodate a range of factors including physical distancing and the
need to focus resources on frontline and statutory services.

2.5

Since May 2020, we have been planning the recovery and renewal of services, the
guiding principles for which are governed by guidance and regulation from the
Scottish Government.

2.6

DigitalNL is central to this recovery, with more than 60% of service areas advising
digital assistance is required. Digital First is the basis for all service redesign and, as
part of our COVID-19 Recovery Plan, services are supported to choose secure,
robust and efficient solutions which satisfy our required standards and specifications.
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Programmes and Projects
2.7

Through previous reports to committee, members are aware DigitalNL, and its key
components, aspire to digitise council services, upskill our staff and residents, and
stimulate economic growth. This updated strategy specifically highlights 12 Key
elements of the programme including the Business Intelligence Hub, Intelligent
Automation and the Customer Service Hub.

2.8

Improving digital skills within individuals and our communities is essential. Working in
partnership with schools, New College Lanarkshire, Routes to Work, businesses and
local communities, we will build a digital ready and sustainable workforce that
ensures inclusive growth for all.

Policies, frameworks and plans
2.9

Eight supporting plans have been individually reviewed over the last year with only
the Records Management Plan not due for review until 2021.

2.10

The ICT Acceptable Use Policy has also been reviewed, with presentation to Finance
and Resources Committee scheduled this committee cycle. Significant amendments
are proposed to this policy to ensure it effectively reflects both the needs and
challenges presented by Covid 19. From 23 March 2020 we have complied with the
‘work from home where possible’ instruction, and saw the need to use and support
home working technology increase from less than 100 per day to 1900 daily
users. Ensuring staff and the council are safe and aware of the risks and their
responsibilities is essential.

Next Steps
2.11

Our fast and ever changing council, society and economy means we will keep the
component parts of the Digital and IT Strategy under review and continue to provide
updates to committee.

2.11

The component parts of the strategy - most notably the policies, frameworks and
plans - will be assessed, where appropriate, for rationalisation into one central
document.

2.12

The overarching strategy itself will be subject to annual review and a report to
Transformation and Digitisation Committee in Cycle 3, 2021.

3.

Equality and Diversity

3.1

Fairer Scotland Duty
Under the Fairer Scotland Duty, all programmes, projects, policies, frameworks
and plans will actively consider how we can reduce or eliminate inequalities
caused by socio economic disadvantage. SmartNL, for example, will provide
affordable connectivity required to tackle areas of digital exclusion.

3.2

Equality Impact Assessment
Council services will undertake equality impact assessments, where appropriate, as
the component parts of the strategy develop.
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4.

Implications

4.1

Financial Impact
There are no financial impacts arising from this report. Plans included in the strategy
will consider financial impacts as integral to their development.

4.2

HR/Policy/Legislative Impact
There are no impacts arising from this report. The component parts of the strategy
will consider any impacts as integral to their plans.

4.3

Environmental Impact
There is no environmental impact arising from this report. The component parts of the
strategy will consider any impacts as integral to their plans.

4.4

Risk Impact
Plans included in the strategy will be subject to standard risk assessment.

5.

Measures of success

5.1

The success of the Digital and IT Strategy will be realised through the achievements
of the constituent programmes, projects, policies, frameworks and plans and the
contribution they make towards achieving the priorities in the Plan for North
Lanarkshire.

6.

Supporting documents

6.1

Appendix 1 – The Digital and IT Strategy 2019-2024. Review 2020.

Katrina M Hassell
Head of Business Solutions (Chief Executive Service)
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Appendix 1

Digital and IT Strategy
2019 – 2024
Review 2020
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foreword
The first Digital and IT Strategy for North Lanarkshire was approved in May 2019. For the
first time, the strategy brought together separate but related plans and policies to help
deliver a one council, place based approach to ensure we continue on our route to inclusive
growth.
We ASPIRE that North Lanarkshire is the place to Live, Learn, Work, Invest and Visit.
Inherent in this is our vision for ‘digital first’ to become the default for all customer enquiries,
requests and applications. To support this vision, plans for a Customer Service Hub and a
new website are well underway. The council’s Covid-19 Recovery Plan and continuing social
distancing requirements reinforce this digital first approach and provide further impetus to
change the way we deliver services.
Since last year North Lanarkshire, along with the rest of the world, has seen many changes
resulting from Coronavirus (Covid-19) pandemic that will impact on our communities and
services. Our intention to embrace these changes, take advantage of ICT to renew council
services and establish working from home as the default position mean we are well placed to
become a leading digital authority.
The Digital and IT Strategy has therefore been reviewed to support this intention and
updated to reflect the developing economic and cultural situation.

Kenneth Duffy
Convener, Transformation and Digitisation Committee
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introduction & context
North Lanarkshire Council
North Lanarkshire Council is Scotland’s fourth largest local authority with an inspiring shared
ambition for inclusive growth and prosperity for all.
While trends show improvements in some indicators of economic growth, investment,
employment, and educational attainment, there are still unacceptably high levels of
deprivation and child poverty, and clear areas of inequity and inequality.
Over recent years we have had one of the strongest and fastest growing economies in
Scotland with Gross Value Added (the measure of the value of goods and services
produced) increasing by 2.4% in 2018. Historically we have had higher levels of
employment with unemployment claimant figures reducing from a high in 2012 of 11.2% to
3.8% in March 2020. Coronavirus (COVID-19) saw claimant count rise to 6.9% in June 2020.
Our population is expected to increase by 990 people by the year 2028, compared to a
growth of 1.8% in Scotland. The population is then predicted to decrease by 1.2% (4,010
people) between the years 2028 to 2043.
While qualification levels have been rising, 15.1% of 16-64 year olds in 2019 had no
qualifications which restricts their ability to access new and developing employment
opportunities. 26% of children live in poverty (after housing costs which includes costs such
as rent, service charges, ground rents, mortgage interest and buildings insurance). It is
against this backdrop that we are planning large scale regeneration and infrastructure
projects to drive inclusive economic growth, increase skills and generate jobs and training
opportunities for people to live, learn, work, invest and visit in North Lanarkshire. Through
our varied initiatives, we will effectively embrace, expand and use technology to ensure
council services are designed and delivered to support the changing needs of our
communities and businesses. This Digital and IT Strategy helps enable our vision.
The strategy will be invaluable in the council’s recovery following Coronavirus (Covid-19).
Although we have been forced to make changes to service delivery this has provided an
opportunity to review all service areas.
A large proportion of our workforce has been successfully working from home, using digital
technology. There is a need for this way of working to continue, both to mitigate against the
ongoing threat of coronavirus and to realise efficiencies in our properties, transport and
travel costs. We are currently assessing required changes to services in our Recovery Plan
for North Lanarkshire, with every service being analysed and evaluated against key factors
such as risk and statutory responsibilities. Vital services, and those directly supporting the
response to coronavirus, will be a priority for recovery. Where digital assistance has been
highlighted as essential to recovery, these services will also be a priority for Business
Solutions. All services have been mapped against the Scottish Government’s route map.
It is likely that our services will be very different; the operation of council buildings will be
altered to ensure compliance with health and safety guidance, and, assisted by digital
technology, our staff will all work more flexibly again supported by digital technology.
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National Context
As part of our ambition to be the place to Live, Learn, Work, Invest and Visit, we aspire to be
a leading digital authority. Digitisation provides a great opportunity for the council to address
some of the inherent features of our economy and, through shifting the way we interact with
customers, visitors and businesses, could help to alleviate the challenging financial climate
facing us for the foreseeable future.
IT can no longer be thought of as a support service, and the Digital and IT Strategy, and its
governing principles, aim to highlight how technology will be used to transform service
delivery. It cannot, however, be written in isolation and to this end, several national
strategies and policies have influenced its development.
Most recently the guiding principles for the recovery of council services following the
Coronavirus (Covid-19) pandemic are governed by guidance and regulation from the
Scottish Government.
The Scottish Government’s Digital Strategy ‘Realising Scotland's full potential in a digital
world: a digital strategy for Scotland’ aims to ensure that Scotland is recognised throughout
the world as a vibrant, inclusive, open and outward-looking digital nation.
The UK Government’s Cloud First Policy recommends that when new or existing services
are being procured, councils should fully evaluate cloud solutions before considering any
other option.
A Digital Service Standard, produced by the UK Government, provides essential criteria to
help create and operate good digital services. It is used to check whether a service is good
enough for public use.
Future Telecoms Infrastructure Review, produced by the Department for Digital, Culture, and
Media & Sport includes a street works toolkit to help councils deal with increases in internet
and mobile data traffic.

Local Context
At a local level we are undergoing major transformation to meet the current and future needs
and demands of our customers and communities.
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The Plan for North Lanarkshire sets the direction for the council and our partners,
stakeholders and communities – it encompasses a shared ambition for inclusive growth and
prosperity. To deliver this ambition our work is focused on five complementary priorities and
their underlying ambition statements.

Priorities

The Digital and IT Strategy is central to all five of the priorities and will help deliver, to a
greater or lesser extent, all of the ambition statements. It will guide services to transition from
the current traditional IT estate to a new and agile digital service delivery.

Town and Community Hubs
Planning for the regeneration and reimagining of our towns and communities is underway
with eight Town Hubs planned across North Lanarkshire. These will serve the requirements
of each town community and could include education, public services, culture, sport, and
leisure services, together with partnership and flexible work spaces, and commercial
opportunities.
Community Hubs will be created in localities providing more localised services to
complement those on offer at the larger Town Hubs. These smaller hubs will be tailored to
meet the specific needs of each local community and will incorporate existing community
assets as part of our wider asset rationalisation programme.
Digital NL plays a key role in developing the hubs to ensure they have the latest connectivity
and digital technologies to connect learners and communities to a range of opportunities and
to develop skills for employment, learning, life, as well as enabling digital access to council
services.
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Strategic Planning
2.1 Programmes and Projects
The Digital and IT Strategy comprises a number of innovative projects and programmes
designed to exploit emerging technology to the benefit of our communities, services and
employees. It is imperative these do not operate in isolation. The purpose of the Digital and
IT Strategy is to provide an overall strategic approach to ensure each takes account of
common issues and outcomes and that these are reflected in individual projects. This will
ensure we maximise the achievement of our priorities as listed in 1.3 and also contribute to
national priorities as detailed in 1.2.

Programmes and Projects
DigitalNL

Digital NL is the council’s Transformation Programme which supports the
delivery of the Plan for North Lanarkshire. DigitalNL is radically transforming
the delivery of council services to residents and businesses. It has three key
aspirations: the digitisation of council services, upskilling our staff and
residents, and stimulating economic growth.
The council is transitioning to a range of hosted (cloud-based) solutions,
delivering services over the Internet rather than having physical infrastructure
on site.
Digital First is the basis for all service redesign and device allocation.
Redesign is based on business objectives and planning assumptions
developed to renew services. As part of our Covid-19 Recovery Plan
services are supported to choose secure, robust and efficient solutions which
satisfy our required standards and specifications and align with our
enterprise architecture principles, illustrated within the final pages of this
strategy.

SmartNL
(Digital
Infrastructure)

SmartNL, now renamed Digital Infrastructure, is the twin tracked
transformation programme to Digital NL. Through delivering next generation
digital infrastructure, this project aims to stimulate inclusive economic growth
and investment in digital skills.
Through providing the affordable connectivity required to attract new
businesses and tackle areas of digital exclusion, this project creates an
environment that fosters innovation and supports people and businesses to
live, learn, work and operate in smart and digital ways.
A communications technology partner will help us shape our digital
connectivity and deliver smart services and intelligent solutions. Driven by
our ambitions, we will develop fully integrated digital services that are
responsive to changing demand and meet residents and service users’
needs. Our digital infrastructure, including the rollout of 5G across North
Lanarkshire, will transform our current and future estate, deliver Smart Towns
and enable ‘the internet of things’ as standard across our homes, streets,
communities and towns.
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Digital skills

Customer
Service Hub

To ensure no individuals or communities are excluded from the real and
long-lasting infrastructure transformation, we will develop and deliver digitally
confident communities with people and businesses that have the
connectivity, confidence and skills to use digital services. Through our
Employability Strategy, and working with schools, New College Lanarkshire,
Routes to Work, businesses and local communities, we will build a digital
ready and sustainable workforce that ensures inclusive growth for all.
The Customer Service Hub is central to our digital transformation and our
drive to make North Lanarkshire a leading digital authority. A new approach
to service delivery means ‘digital first’ will become the default for all customer
enquiries, requests and applications. Ultimately, the hub will handle enquiries
for all service areas.
This radical shift in the way we engage with customers requires new ways of
working, increased use of technology and empowering front-line staff to
resolve an ambitious 80% of enquiries first time.
Information feeds between the Customer Service Hub and Business
Intelligence (BI) Hub will allow a two-way flow of business intelligence with
the BI Hub providing performance data and the Customer Service Hub
relaying information on service need and customer demands to inform
service prioritisation and improvement.

The BI Hub is a new capability within the council developed through two
Business
aspects, a Core Hub for corporate requirements and a Service Hub for
Intelligence (BI)
service specific needs. The BI Hub focusses heavily on ambition statement
Hub
25, so aims to ensure council services have access to data and information
which enables fully evidence-based decision making.
Website

We have been improving digital access through our Digital NL programme,
but as part of our road to recovery post Covid we will prioritise making more
services easily available online. This will include the launch of a new website
later in 2020 which will make it easy for residents to request services and find
information.
The new website will give the council far more flexibility to highlight relevant
content to service users in a way that is based on customer need. In turn, it
will be easier for customers to navigate and will maximise the opportunities
for self-service to reduce demand on council services.
Communication via the website and social media will proactively push
enquiries towards self-serve solutions. Pro-active communication feeds and
messaging will pre-empt enquiries and provide services without any
requirement for customers to engage with a council service or visit an office.
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Intelligent
Automation

Digital Platform

Following the successful introduction of Robotic Process Automation (RPA)
in Revenue and Benefits and Housing, further bots will be developed and
deployed in other areas of the council, prioritised in line with recovery
planning assumptions. A bot to support processing of Free School Meals
ensured payments were made ahead of the new school year and further bots
will be introduced including in the Employee Service Centre to handle HR
queries from council staff.

The design and build of a new Customer Relationship Management (CRM)
system on Microsoft Dynamics is complete. This supports the wider
development of increased functionality through the new website, greater
opportunities for customers to self-serve through digital channels and the
Customer Service Hub.
The CRM system will be introduced in line with the service sprints, with
Waste Solutions, Fleet and Built Environment the first services to move to the
new system. Future redesign will be prioritised in line with the Council’s
Recovery Plan.

Digital
Workplace

The introduction of Microsoft Office 365 across the council will change how
staff work. M365 was rolled out to early adopters in July 2020 with the full roll
out starting in September 2020 and ending in March 2021.
Along with providing the ability to collaborate and work more effectively,
M365 offers secure, anytime, anywhere access to files and data that we
need to support our move towards flexible and agile ways of working. This
new technology will improve productivity, increase collaboration and optimise
employee engagement.

Digital NL
Stakeholder
Engagement
and
Communication
Open Data

Engagement is key to service design being reflective of stakeholders’ needs,
views, and aspirations. This programme ensures people are consulted and
involved in developing and delivering stakeholder awareness and training,
aligned to system and technology changes.

The Scottish Government defines open data as non-personal, noncommercially sensitive data that is easily discoverable, accessible and able
to be freely used, re-used and redistributed by anyone. It should be made
available via the internet in an electronic format which supports its use.
The council has large amounts of open data it makes available to help public
bodies and others improve their services and to enable the council to be
more accountable and transparent.
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Benefits,
performance
and success

A Benefits Management Approach for the council has been developed. A
detailed Benefits Tracker has been implemented for all financial and nonfinancial savings associated with the Digital NL Programme.
Community benefits linked to the digital contracts for the Business and
System Integrator partners have been developed and implemented.
Overall performance management is contained within the council’s Strategic
Performance Framework in line with The Plan for North Lanarkshire.

2.2 Policies, frameworks and plans
The projects and programmes above are supported by a number of policies, frameworks and
plans.
These documents retain their nomenclature for reasons of convention, but are classed as
sub policies of the Digital and IT Strategy. All these documents are kept under review in line
with the principles of the Strategic Policy Framework, and reflecting the pace of change
which will arise as Digital NL moves into business as usual, all will be assessed for potential
rationalisation.

Policies, Frameworks and Plans

date
reviewed

review
frequency

ICT Acceptable
Use Policy

ICT brings significant benefits but also introduces
significant risk. This policy provides a safe
framework for using ICT without exposing the
council or our employees to risks.

Sep 2020

2 years

Information
Governance
Framework

To deliver services we hold large volumes of
information on organisations and individuals. This
creates risks which we manage through our
Information Governance Framework. The
framework comprises policies of Data Protection,
Information Classification and Handling,
Information Risk, Information Security and
Records and Management Information.

June 2020

2 years

Data Protection
Policy

This advises on the council’s responsibilities for
collecting, processing and holding personal data
on living individuals.

June 2020

2 years

Information
Classification
and Handling
Policy

This defines how council information is classified,
handled, stored and disposed of, for both paper
and electronic media.

June 2020

2 years
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Information Risk
Policy

This defines the council’s framework for formal
information risk management by establishing
accountability and responsibility for information
risk identification, analysis and mitigation.

June 2020

2 years

Information
Security Policy

This sets out the framework of controls by which
council employees and related parties will protect
their information assets.

June 2020

2 years

Records and
Information
Management
Policy

The policy ensures records are managed
effectively and efficiently to enable the council to
comply with its statutory and regulatory
obligations.

June 2020

2 years

Records
Management
Plan

This plan applies to North Lanarkshire Council
and North Lanarkshire Licensing Board, and is
required to meet the requirements of the Public
Records (Scotland) Act 2011. The Plan covers all
public records, from creation and acquisition to
archive and destruction. Records range from
physical paper based to data held through
electronic solutions.

November
2016

5 years

2.3 Associated Strategies, Policies and Plans
The Digital and IT Strategy does not exist in isolation but rather works in association with a
number of other strategies including the Workforce for the Future strategy and underpinning
programmes of work such as PO61.1 Employee Learning and Development and PO62
Digital Workforce and Skills Programme.
The overall objective of these programmes is ‘to enhance leadership development and
employee learning and development through further development of the Learn NL provision
and supporting digital learning platform’ and ‘to develop and deliver a digital workforce
strategy and skills programme to build a digital ready workforce across North Lanarkshire’.
These are supported by distinct and fully linked initiatives delivered within the council (in
regards to DigitalNL and our own digital workforce transition), in our Education service,
(building digital skills and capabilities in our young people) and outwith the council
(supporting residents, communities and businesses).
In light of COVID 19, these programmes have accelerated to facilitate larger numbers of
home and agile working, improve staff experience and maximise workforce well-being and
productivity - whilst by default further increasing digital literacy.
Work will continue on the rollout of the full functionality of mySelf including the facility to
clock in and out remotely and the use of a chatbot to enhance user accessibility. The
introduction of learning pathways to support our migration to M365 will also drive users
towards our digital platforms again increasing digital literacy and supporting workplace
effectiveness and efficiency.
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A new employee website myNL details all ICT related policies and guidance, and the
implementation of LearnNL, the new digital learning platform will continue to facilitate an
enhanced level of digital self-service and digital learning.
As we go through recovery and into the redesign of our services these platforms will provide
a range of resources and supports. This includes access to mental health and well-being,
financial well-being, lifelong learning, personal and career development. Also, access to new
virtual learning sessions and blended learning programmes delivered within a more modern
and dynamic smart learning environment – key to addressing digital skills gaps, building ‘in
work’ progression, and supporting new and more flexible ways of working.

Oversight and Impact
3.1 Governance
The Digital and IT Strategy, and its sub-policies, are monitored and reported through the
Transformation and Digitisation Committee. Individual programmes and projects within the
umbrella of this strategy are approved, and thereafter monitored, at the relevant council
committee as specified within the Programme of Work.
From an operational perspective, IT architecture, solutions and devices will be prioritised,
developed, managed and maintained through key corporate working groups, the most
noteworthy of which are the Enterprise Architecture Governance Group (EAGG) and Data
Governance Board (DGB).
The EAGG is responsible for maintaining the integrity of our enterprise architecture, and will
therefore provide oversight of all IT-related projects and solutions to ensure such are fit for
purpose and comply with all relevant standards, specifications and principles.
The DGB has responsibility for ensuring the council can comply with its statutory
responsibilities in respect of information governance, which include, but are not limited to the
Data Protection Act 1998, Freedom of Information Act 2000, Public Records (Scotland) Act
2011 and General Data Protection Regulations (2018).
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Business Principles.
Covid-19
Data Principles

Ref.

Principle

Description

BP01

Primacy of Principles

These principles of information
management apply to all ‘services’ within
the council.

BP02

Reuse before Buy, before Build

Software, platforms, infrastructure and data
will be reused wherever possible;
purchased as commodity solutions if
necessary and only built if there is a unique
requirement that cannot otherwise be met.

BP03

Seek architecture approval

All projects and programmes will be subject
to architectural approval at key stages
throughout the delivery lifecycle.

BP04

Maximise value and benefit to
the council

Information management decisions are
made to provide maximum benefit to the
council.

BP05

Compliance with statutory
obligations

Council data and information management
processes comply with all relevant internal
and external laws, policies, and regulations.

BP06

Solution cost must be fully
understood and demonstrate
robustness, affordability and
sustainability

Total Cost of Ownership (TCO) for the
expected lifecycle use of the solutions is
included into all enterprise architectural
change proposals from the outset.

BP07

Solutions have an owner

All solutions must have a named
Designated Responsible Owner (DRO) and
where appropriate Technical Responsible
Owner (TRO).

BP08

The solution enables service
delivery during Covid-19

Proposals relate directly to enabling and
delivering the Councils workforce recovery
planning

BP09

Workforce change

Proposals consider workforce recovery
planning and the Managing Workforce
Change Policy, in particular the transition to
a workforce less dependent upon dedicated
office space and compatible with home
working.

DP01

Data is an asset

Data is an asset that has value to the
Council and other parties and must be
managed accordingly.

DP02

Data has an owner

Data will have a named Information Asset
Owner accountable for the data quality and
currency.
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Application Principles.
Technology Principles.

Ref.

Principle

Description

DP03

Common data definitions

Data is defined consistently throughout the
council, standardised, understandable and
distributed.

DP04

Information security

Data is protected from unauthorised use,
disclosure and change.

AP01

Solutions will be usable

Applications should be simple to use. The
user experience should be such that they
can focus solely on business activity.

AP02

Sustainability

All applications must be designed to ensure
sustainability of use within the council.

AP03

Technology Independence and
Certification

Applications should be technology
independent and operate on a variety of
devices.

AP04

Systems will talk to each other

Applications will be constructed as a
collection of Open Standards based
services that use Application Program
Interfaces (API), enabling them to be
combined to meet business needs.

TP01

Use less software

Technical diversity is minimised to control
cost and complexity.

TP02

Cloud first

The council will adopt a cloud first approach
to solutions, in the following order of
preference.
1. Software As A Service (SaaS)
2. Platform As A Service (PaaS)
3. Infrastructure As A Service (IaaS)
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AGENDA ITEM 6

North Lanarkshire Council
Report
Transformation and Digitisation Committee
☐approval ☒noting
PoW 069

Ref KH/LJ/FM

Date 02/09/20

- DigitalNL Communications and Engagement Activity

From

Katrina Hassell, Head of Business Solutions

Email

hassellk@northlan.gov.uk

Telephone 01698 302235

Executive Summary
To meet the needs of customers and businesses in an increasingly connected world, North
Lanarkshire Council is committed to implementing and expanding our digital service
offering through the use of modern and innovative technology.
The ongoing Covid-19 pandemic, is further highlighting the need to digitise council
services, to provide online access for customers facing shielding and other health-related
mobility restrictions, and protect our employees through providing digital functionality to
support remote working.
As a result of the current climate, customer behaviours and preferred interactions have
changed and the continued uptake and use of digital services is here to stay.
In order to best serve the people and communities of North Lanarkshire, our online
channels and provision must meet and exceed the standards now expected to succeed in
the new environment.
This report outlines the progress and future plans in place to accelerate the development
of a digital workplace, web-based access to service information and transactions and the
use of data and automated intelligence to boost productivity and service operations.

Recommendations
It is recommended the Transformation and Digitisation Committee:
(1) Note the contents 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

As the digital programme has developed, additional methods of communication and
engagement to inform and involve users in the transformation of services have
developed. Members will be aware that this has been the subject of ongoing reports to
this committee.

1.2

However, as a result of Covid-19, digital tools and techniques for communications,
both internal and external, are now essential and will shape the style and format of
messaging to support service delivery changes as a result of new technology and the
move towards a digital workplace.

2.

Report

2.1.

In line with the approved Communication and Engagement Plan a number of planned
activities have taken place since the last Committee. The key focus over the period
has been the implementation and roll out of the new digital workplace which is detailed
below.
Communications Overview - Internal
Digital Workplace

2.2

As part of the DigitalNL programme, it is essential that our people are trained and have
access to the products and online platforms that will allow us to work in a more
collaborative and efficient way.

2.3

Developing our digital workplace will be supported by the introduction of Microsoft
Office 365 (M365). However, as a result of the Covid-19 pandemic, and need to provide
staff with remote and agile ways of working, the roll out of this software was
accelerated.

2.4

The mass migration of staff to M365 is scheduled to take place between September
2020 and March 2021 at the latest. However, to ensure this is successful, it is essential
that pilot testing takes place ahead of the wider move. The council’s recovery plan
will influence the priority levels attached to services as the mass migration gathers
pace.
Pilot Testing

2.5

The first phase of testing took place in July 2020. During this time, around 30 members
of technical staff within Business Solutions were migrated to M365 in order to test and
provide feedback on the suite of products available.

2.6

This ‘test and try’ period is ongoing with an expanded Open Pilot currently progressing.
This phase comprises a further 200 employees, including staff who support elected
members, Digital Transformers, Personal Assistants, HR representatives and those
who require assistive technology on work devices. It is anticipated that this phase will
be complete by the end of September 2020.

2.7

Progress updates are being regularly shared with staff as part of the testing cycle, and
when considered successful, the migration plan based on COVID-19 recovery planning
will be shared and discussed with service areas.
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Equality Impact Assessment – Assisted Technology
2.8

As part of the move to M365, a coordinated programme of activity is in place to ensure
that employees who use assistive technologies as part of their IT set-up, are not
negatively impacted by the roll out.

2.9

Working with the council’s Equality Officer and partner organisation, Access
Technology, a small team of staff with specialist kit installed on devices, were identified
to take part in the Open Pilot to test the assistive functionality available from M365 and
thereafter advise if these products meet their requirements.

2.10

With support from Business Solutions, additional devices, loaded with the necessary
M365 products, were provided to staff as part of this testing process, to ensure they
did not lose any of the additional software currently installed and used to carry out their
role. The practicalities of this and training support required, were discussed ahead of
live testing.

2.11

To supplement the pilot testing feedback, a short questionnaire was also emailed to all
known employees with assistive technology in August, to gain further insight on
software used, IT support required and preferred training methods to assist the move
to M365.
Training - Workforce Development

2.12

Providing readily available access to M365 training is an essential part of the roll out.
Our new Digital Learning Platform within learnNL has a dedicated M365 area, offering
a learning pathways guide and an extensive range of training videos, modules and
materials, to help staff understand and complete courses relevant to core products.
Along with gaining new digital skills and capabilities, all training accomplished within
this area is recorded as part of learning dashboards associated with employee
personal development.

2.13

Along with the Training and Organisational Development function, our Digital
Transformer network is crucial to encouraging and providing learning guidance to
colleagues in a trusted one-to-one or small group format.

2.14

As early adopters of M365, it is essential that they have the training and skills
necessary to provide the wider support that will be required during mass migration. To
help this process, four half-day training sessions took place during August 2020. These
were delivered by a M365 specialist associated with our Systems Integrator, Agilisys
and are also available to a core group of staff who support the roll out.

2.15

To assist with this work, our network of Digital Transformers has expanded from 39
members to 52, with additional involvement being provided within Health and Social
Care, Waste Solutions and Legal and Licencing.
Communication activity

2.16

Supporting all of this work is a M365 communication activity plan, as it is imperative
that staff are informed and engaged throughout the testing and migration process.
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A special edition of the DigitalNL newsletter, dedicated to M365, was shared councilwide in early August. This provided an overview of the suite of products, the timeline
for introduction and the training opportunities in place to help staff become familiar with
everything M365 has to offer.
2.17

To help M365 communications become easily identifiable, a new bespoke logo has
been created. This is being incorporated in all communication materials and platforms
including email footers, newsletters and online banners on Connect and Yammer.

2.18

To achieve communication and training goals, a M365 awareness week took place in
August and over the course of five-days, product features to enable team collaboration,
information access and time-saving document control were promoted, to demonstrate
the positive impact M365 will have on daily working lives.

2.19

Along with sharing the benefits of M365, communication messages have also focussed
on the work staff can do now to prepare for the migration, including removing files,
photos, folders and attachments that are no longer required, as we do not want to move
out-of-date or non-Business value data to the new platform.

2.20

A core communication tool that is available within M365 is Migration Studio. This allows
automated messages to be shared with staff at key points in the lead up to their move.
These automated messages have been created and are being used as part of the pilot
testing programme. As it stands, they will be released 20 days, 10 days, 5 days and
the night of the migration to ensure staff are kept informed and aware of the role they
need to play. Post migration automated messages are also set and will be part of this
process.
Stakeholder Engagement
Yammer Enterprise

2.21

Yammer Enterprise forms part of the M365 product suite. However, with many service
area staff operating remotely as a result of Covid-19, the tool was made available to
everyone in advance of the full migration to allow staff to keep in touch and access key
news and information. Maintaining this online community is also part of our contingency
planning for health and wellbeing, to ensure staff do not feel isolated and less
connected to colleagues as a result of recent workplace changes.

2.22

Communications to support the launch of the collaboration tool were shared in June
2020, and although it is very similar to the basic version that staff were familiar with,
log in procedures and online tutorial videos were made available to help staff join and
start using the upgraded version. In the last two months, over 600 members of staff
have been active on the site. Communication messages and channels will be critical
to driving further uptake.

2.23

An updated Yammer Usage Policy has been circulated and made available on the
council’s Connect site and a new request process has been put in place to better
manage the creation of specialist groups within the platform.
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Trade Unions
2.24

A regular exchange of information regarding the progress of the DigitalNL Programme
takes place with Trade Union Representatives; the latest meeting took place on
16 June.
External Communication - Website Redesign

2.25

The council’s new website will be launched jointly with the Customer Service Hub in
October 2020, the subject of a separate report to this committee. For many residents
it will become the digital front door to council services, so we need to ensure the content
and navigational structure provides the positive user experience necessary to
encourage the online channel shift that is fundamental to the DigitalNL programme.

2.26

With the visual structure and Content Management System (CMS) for the new website
in place, the focus has been on migrating information pages that are available on the
existing website onto the new CMS. To begin the process, 12 training sessions were
delivered during June and July to web authors responsible for moving page content
onto the site within their service. This time was used to deliver live demonstrations of
the CMS and provide coaching on how to apply the new content style guide, to ensure
all website copy reflects a consistent tone of voice.

2.27

With the training now complete, all Waste Solution pages have been migrated to the
CMS and new directory-based content has been added for Area Registration Offices,
Cemeteries, Housing Offices, Parks, Recycling Centres and Schools.

2.28

At this stage, over 1,000 information pages have been added or updated on the CMS,
with a further 300 still to be created.

2.29

Ongoing contact and support is being provided to service-based web authors to ensure
all page content is migrated to the new CMS by the end of September at the latest.
Training guides, video recordings and a private web publishing group on Yammer are
being used to help this process.

2.30

A user testing programme covering the functionality of the website and customer portal
will take place, involving participation from representatives within The Citizen’s Panel,
Tenant Participation Group, Digital North Lanarkshire, The Disability Access Panel and
the North Lanarkshire Youth Council. The timing and practicalities of this work given
the current climate is under discussion.
Improving processes - Robotic Process Automation

2.31

The DigitalNL team has been working with our business partner, PwC, to identify and
utilise intelligent automation to deliver improved services and faster outcomes for
residents and businesses across North Lanarkshire.

2.32

As members will recall, Robotic Process Automations (RPA) have been introduced
within our Revenues team to update Direct Debit payment information and process
bank account changes.

2.33

However, our desire to make further use of automated technology has continued and
made significant progress in recent months. During July and early August 2020, we
developed a bot to process Free School Meal and Clothing Grant applications. This
enabled us to manage a challenging backlog of requests as a result of high demand
and short turnaround timescales due to Covid-19 recovery.
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In tandem with manual processing, the bot processed in excess of 3,000 applications
to support low income families across North Lanarkshire and issue payments ahead of
schools returning as scheduled on 12 August, 2020.
2.34

In addition to this, we have developed a bot that will process 5,000 Universal Credit
transactions each and every month. Automating these transactions will provide us with
an accurate view of resident’s Council Tax reduction eligibility and help ensure people
get the help they are entitled to.

2.35

To follow-on from the success achieved, a bot programmed to order furniture items
from our Scottish Welfare Fund Community Care Grant applications, was put into live
service, also in August 2020. The bot is projected to place 650 orders per month, and
will improve resource capacity within the team.

2.36

We are now in the process of building and implementing four new bots to:





update bereavements on our Council Tax system, making it easier for
residents who have suffered the loss of a family member, manage personal
affairs
Update Department for Work and Pensions (DWP) ATLAS records on our
Council Tax & Housing Benefit system
Process 23,000 rent arrear transactions on a monthly basis. This automated
provision will help the team focus on collecting rental income and support
those who may be at risk of falling into arrears
Update customer rent arrear profiles with Universal Credit payment
arrangement information, to ensure our Housing Services Management
System (HSMS) has an accurate view of the DWP Universal Credit payments
made to residents. This bot is projected to process 8,000 transactions per
month.

2.37

The next phase of RPA development is underway and the team is working with staff in
Waste Solutions, Employee Service Centre, Built Environment and Health and Social
Care, to identify processes that could be enhanced through the use of automated
intelligence.

2.38

With this widened range of automated processes now tested and being introduced into
service, internal and external communications will be shared throughout the remainder
of 2020, to demonstrate the council’s commitment to adopting innovative and sectorleading technology to deliver more effective working practices and better customer
experience.
Youth Engagement

2.39

The council recognises that young people have a crucial role to play in terms of
promoting digital engagement within our communities. They generally possess high
levels of digital awareness and abilities and are therefore well placed to provide
informal support to family members. In addition, given that they will in turn become
North Lanarkshire’s future employees and householders, it is important that we engage
with them.

2.40

The Digital Skills and Inclusion Working Group includes twin commitments to ‘build
digital skills and capabilities in our children and young people’ and ‘deliver digitally
enhanced learning environments’, whilst at the same time, ‘enabling a modern
workforce who embrace a culture of innovation and change.’
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2.41

To this end, joint work will take place with Community Learning and Development to
engage directly with young people and involve them in user testing - for example, the
introduction of the council’s new website, and the development of specific projects. It
is important to ensure that the benefits of our digital transformation are inclusive and
planning is now underway to explore where our digital business partners, Agilisys and
PwC, can support digital training and awareness raising as part of their community
benefit commitments.

2.42

An early outcome will include their direct involvement in the Winter Leavers’
Programme, which includes care experienced young people and young people with
multiple barriers to learning.
Modern Apprentice

2.43 The DigitalNL team has always been proactive in supporting and providing young
people with the opportunity to gain the skills, confidence and experience required to
be successful in the workplace. In October 2019, we welcomed our second Modern
Apprentice to the programme and over the last 10 months, he has worked on projects
relating to our communications, service redesign and M365 functions and has been a
valuable resource within the team.
2.44 As a result of the experience gained, he has recently secured a Graduate
Apprenticeship within Building Standards, which is a positive outcome for all involved.
The transition to this service area is underway and demonstrates the powerful impact
North Lanarkshire Council’s Apprenticeship Programme can have on shaping and
providing career paths for young people within our communities.
Next Steps
•
•
•
•

Support the introduction and move to M365
Complete the content page migration to the new CMS
Agree actions for website user testing, incorporating customer portal feedback
Share ongoing communication content regarding RPA and digital process
introductions as a result of service redesign sprints

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
This report outlines the Equality Impact Assessment process that is being undertaken
by the council in relation to the introduction of Microsoft Office 365.
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4.

Implications

4.1

Financial Impact
As previously reported a £10k communications budget for 2020/21 has been agreed
and all future spend will reported within the wider DigitalNL financial plan. As it stands,
minor spend has been recorded in relation to the development of the internal branding
for M365. This work was produced by the council’s in-house graphics team.

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
Providing digital services that offer online, anytime access to services will have a
positive environmental impact across a number of important areas such as minimising
waste and recycling, thanks to the limited need for paper forms.
The development of a digital workforce will again reduce the council’s carbon footprint
by saving energy and reducing emissions, as a result of decreased work-related travel
and need for buildings to remain open.
This will in turn support the Council’s Carbon Management Plan.

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. Due to the Covid-19 emergency, individual risk assessments will be completed
for each individual project, to identify any potential risks and develop suitable mitigation
and control measures.

5.

Measures of success

5.1

Success will be evidenced through improved productivity and staff engagement due to
a growing digital working culture enabled through the use of products and platforms
available within M365.

5.2

Increased digital customer interactions as a result of accurate and easy to find
web-based information and through providing residents with the opportunity to carry
out end-to-end online requests and transactions for specific service areas.

5.3

Improved service delivery and customer satisfaction levels as a result of automated
processes and increased staff capacity to support vulnerable residents.
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6.

Supporting Documents
Appendix 1 – Communication and Engagement Roadmap

Katrina M Hassell
Head of Business Solutions (Chief Executive Service)
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Appendix 1
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AGENDA ITEM 7

North Lanarkshire Council
Report
Transformation & Digitisation Committee
☐approval ☒noting

Ref GMcE/KH

Date 02/09/20

Business Solutions - Capital Monitoring Report 1 April to 24 July
2020 (Period 04)
From

Katrina Hassell - Head of Business Solutions

Email

HassellK@northlan.gov.uk

Telephone 01698 302235

Executive Summary
This report highlights the financial performance of Business Solutions for the 2020/21
capital programme for period ended 24 July 2020 (Period 04).
In summary, the Business Solutions Division has a total capital budget of £8.986m, with all
work streams contained within the Composite Programme. The Service is projecting
break-even position as this stage of the financial year.
Further explanation of project variances and management action taken by the Service are
included the main report and attached Appendices.

Recommendations
The Transformation and Digitisation committee is recommended to:
(1)
(2)
(3)
(4)
(5)

Note the financial position of the 2020/21 Business Solutions Division.
Note the budget movements per Appendix 1.
Note the Summary Expenditure by Thematic Category per Appendix 2.
Note the Summary Expenditure by Division per Appendix 3.
Note the revised 2020/21 profile of Themes, following SCDG approvals on 15th July
2020, per Appendix 4.
(6) Note the considerations stated in section 2.3

The Plan for North Lanarkshire
Priority
Ambition statement

Enhance participation, capacity, and empowerment across our
communities
(18) Ensure our digital transformation is responsive to all
people's needs and enable access to the services they need
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1.

Background

1.1

Financial year 2020/21 is the third year of the 5 year capital programme.

1.2

The Chief Executive Service Composite Capital Programme of £7.923m was approved
by the Policy and Strategy Committee on 19 March 2020. The programme has since
been increased by £1.063m as a result of previously approved budget movements as
detailed in Appendix 1. This has resulted in a revised Composite Capital Programme
of £8.986m.

1.3

The Council’s approved Financial Regulations require Executive Directors and Heads
of Service to remain within their approved budgetary provision, and to report all
significant deviations – defined as the higher of £100,000 or 5% - within their budget
monitoring reports. Where significant deviations were identified, Executive Directors
and Heads of Service must provide explanatory commentary, outline the action
required to rectify such deviations and where relevant, must also highlight the impact
this has on other budget headings.

2.

Report

2.1

The Service is projecting a break-even position regarding the capital work streams
stated. Capital budgets and expenditure are summarised into Thematic Categories
(see Appendix 2) and Divisional Themes (see Appendix 3). The explanations of
significant variances within each division are summarised below.

2.2

Business Solutions (Break-Even)
The Division is projecting a break-even position for the current year of the Composite
Capital Programme.
Following the meeting of the SCDG on 15 July 2020 the “Capital Budget Review 20/21
to 22/23” report, as submitted by the Head of Financial Solutions, was approved.
Service submissions for legal and essential spend were approved by the SCDG
resulting in a net budget increase of £1.170m in the current financial year. As such all
Themes within the current year capital programme have been revised in line with these
approvals. Please see Appendix 4 of this report for further breakdown of the
categorising of these work streams in the current year.
The Digital Council Transformation (DigitalNL) programme is projecting a break-even
position in the current financial year. The service is in the process of reviewing the
profile of the programme in line with legal and essential commitments as approved by
SCDG. It is anticipated that on completion of this work the future profile of the
programme will be updated, with relevant details submitted to the SCDG, DigitalNL
Delivery Board and Committee accordingly.

2.3

Other Considerations
DigitalNL
As previously reported, the DigitalNL Programme requires estimated capital funding of
£16.800m, but only £12.500m was included within the 5-year programme approved by
the former Policy & Resources Committee. However, with good progress made in
implementing the key technology components, an opportunity exists to review the
current spending profile and future investment requirement of the Programme. Details
will be reported to the SCDG in the first instance, and DigitalNL Delivery Board and
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Committee thereafter, to enable the future requirements of the DigitalNL Programme
to be considered as part of the imminent new 5year capital programme.
As at Period 04; the current 5 year projection regarding the estimated capital
requirement for DigitalNL is currently £15.860m therefore giving a revised estimated
shortfall in capital resources of £3.360m.
Windows10
In the previous financial year the Windows10 project demonstrated a final cost of
£1.527m relative to a budget of £0.615m, resulting in a shortfall of £0.912m. In order
to manage this, it was agreed in the first instance that funding allocated to the DigitalNL
programme would be used for this project. Following the last SCDG on 15 July 2020,
the Service utilised funding within the Theme of Communication & Digital to support
the Windows10 project. This project has been classified as a support project closely
aligned to the Digital NL Agenda, Ambition Statement 18 and within the Thematic
Category of Key Ambition.
3.

Equality and Diversity

3.1

Fairer Scotland Duty
There were no specific impacts on Fairer Scotland.

3.2

Equality Impact Assessment
There were no specific Equability Impact Assessments to note.

4.

Implications

4.1

Financial Impact
The Service aims to operate within approved funding levels and utilise budget
virements to support emerging issues and mitigate variances across budget heads.

4.2

HR/Policy/Legislative Impact
There were no specific HR/Policy/Legislative impacts.

4.3

Environmental Impact
There were no specific environmental impacts.

4.4

Risk Impact

4.4.1 All activities undertaken by the Council are subject to risk, and in acknowledging the
Council’s approved Risk Management Strategy, Services managed these as part of
their overall corporate and service planning processes. The current economic climate,
in particular, has the potential to impact upon the Council’s ability to provide quality
services within approved budget levels.
4.4.2 To minimise risk this report was prepared by service based Financial Solutions
personnel in consultation with budget managers, in accordance with the Financial
Regulations.
5.

Measures of success

5.1

The Service aims to be in a break-even position at the financial year-end.
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6.

Supporting documents

6.1

Appendix 1: Budget Movements
Appendix 2: Summary Expenditure by Thematic Category
Appendix 3: Summary Expenditure by Division
Appendix 4: Revised Theme Profiles (following SCDG Approvals – 15th July 2020)

Katrina M Hassell
Head of Business Solutions (Chief Executive Service)
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Business Solutions: Capital Programme 2020/21

Appendix 1

Budget Movements 2020/21
Period 4 ( 1 April - 24 July 2020 )

£

£

Composite Programme Budget

Total Approved Budget 2020/21

7,923,184

Adjustments Approved in Previous Years

0

Impact of 2019/20 Carry Forward

(107,222)

Amounts Approved by SCDG 2020/21

1,169,836

Additional Resources

0

Total Approved Movements

1,062,614

Approved Revised Budget

8,985,798

Management Action for Noting
Movements to 2020/21 Composite Programme Budget
(i) Acceleration from Future Years
N/A

0
0

(ii) Reprofiling to Future Years
N/A

0
0

(iii) Budget Transfers (to)/from Other Services
N/A

0
0

(iv) Additional Funding
N/A

0
0

(v) Budget Reductions
N/A

0
0

Sub-Total of Budget Movements

0

REVISED BUDGET TOTAL

8,985,798
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Business Solutions: Capital Programme 2020/21

Appendix 2

Summary Expenditure by Thematic Category
Period 4 ( 1 April - 24 July 2020 )

Budget

Actual

Actual

YTD
Committed

£

£

%

£

Thematic Category
Core Capital Programme
Unavoidable
Key Ambition
External Funding
Total

0
8,985,798
0
8,985,798

0
954,907
0
954,907

0%
11%
0%
11%

0
4,808,172
0
4,808,172
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OUTTURN
Committed Uncommitted Projected Outturn
Outturn
variance
£
£
%
£
0%
54%
0%
54%

0
4,177,626
0
4,177,626

0
8,985,798
0
8,985,798

0
0
0
0

Business Solutions: Capital Programme 2020/21
Summary Expenditure by Division

Appendix 3

Period 4 ( 1 April - 24 July 2020 )
YTD

OUTTURN

Budget

Actual

Committed

Uncommitted

£

£

£

£

Theme
Business Solutions
Unavoidable
N/A
Key Ambition
Digitisation
LAN Refresh
Communication & Digital
External Funding
N/A
TOTAL BUSINESS SOLUTIONS

Projected
Outturn
£

Outturn
variance
£

0

0

0

0

0

0

8,678,798
0
307,000

797,439
0
157,468

4,506,704
0
301,468

4,172,094
0
5,532

8,678,798
0
307,000

0
0
0

0
8,985,798

0
954,907

0
4,808,172

0
4,177,626

0
8,985,798

0
0

TOTAL COMPOSITE CAPITAL PROGRAMME

8,985,798

954,907

4,808,172

4,177,626

8,985,798

0

TOTAL CHIEF EXECUTIVE SERVICE

8,985,798

954,907

4,808,172

4,177,626

8,985,798

0

The breakdown of the current year profile of £8.986m, as approved at the SCDG on 15 th July 2020, is contained within Appendix 4 of this report
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Appendix 4
Revised Theme Profiles (following SCDG Approvals – 15th July 2020)

Theme
Digitisation

LAN Refresh

Project / Work stream
DigitalNL
Cloud and Datacentre
Digital Change Enablement
TOTAL
Corporate Building ICT Infrastructure
TOTAL

Education ICT Infrastructure
Communication
Education Digital Enablement
& Digital
TOTAL
Chief Executives – Total Composite Programme
Represented By:
Legal
Essential

2020/21
£6,405,798
£327,500
£1,945,500
£8,678,798

2021/22
£2,651,524
£120,000
£635,000
£3,406,524

£Nil
£Nil

2022/23
£Nil
£60,000
£55,000
£115,000

Total
£9,057,322
£507,500
£2,635,500
£12,200,322

£145,000
£145,000

£145,000
£145,000

£290,000
£290,000

£163,000
£144,000
£307,000

£84,000
£Nil
£84,000

£Nil
£Nil
£Nil

£247,000
£144,000
£391,000

£8,985,798

£3,635,524

£260,000

£12,881,322

£6,850,798
£2,135,000

£3,066,524
£569,000

£205,000
£55,000

£10,122,322
£2,759,000

Note:
a) Only the 2020/21 Profile was approved by the SCDG on 15 th July 2020.
b) Succeeding financial years will be considered by the Service as part of the next 5year capital programme and are included within this
appendix for completion purposes only.
c) All “Themes” are within the Thematic Category of “Key Ambition”.

Page 56 of 60

AGENDA ITEM 8

North Lanarkshire Council
Report
Transformation and Digitisation
☐approval ☒noting

Ref

Date 02/09/20

Contracts awarded below Committee approval threshold
From

Head of Asset and Procurement Solutions

Email

proudfootg@northlan.gov.uk

Graham Proudfoot

Telephone 01698 403957

Executive Summary
This report notifies the Committee of the contracts awarded between 1 April 2020 and 30
June 2020. 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

1.

Background

1.1

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

1.2

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

1.3

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

2.

Report
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2.1

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

2.2

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

2.3

The contracts awarded by the Head of Asset and Procurement Solutions that are
under the £500,000 Committee financial approval threshold for Supplies and Services
and £2,000,000 for Works in the period from 1 April 2020 to 30 June 2020 are detailed
in Appendix 1.

3.

Equality and Diversity

3.1

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

3.2

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

4.

Implications

4.1

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

4.2

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

4.3

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

4.4

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

5.

Measures of success

5.1

Contracts support the delivery of Council and service priorities.

5.2

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

5.3

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

5.4

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

5.5

Best Value is both demonstrable and achieved.
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6.

Supporting documents

6.1

Appendix 1 – Summary of contracts awarded.

Head of Asset and Procurement Solutions
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APPENDIX 1
Contract Description

Contract
Award
Date

Contract
Start
Date

Contract
End Date

Contract
Extension

Contract Value
(inc extension)
(£s)

PreProcurement
Estimate
(£’s)

Successful
Tenderer

Supplies
Services
Works

No of
Tenders
Route*
Received

Mobile Voice and Data Services

29/04/2020

25/03/2020

24/03/2021

24/03/2021

£299,0841.45

£299,081.45

EE Limited

Services

1

EXT

Confirm Enterprise Solution

17/06/2020

18/06/2020

17/06/2021

17/06/2023

£304,198.33

£304,198.33

Services

1

N

16/06/2020

22/06/2020

22/12/2026

22/12/2026

£479,980.63

£480,000.00

Pitney Bowes
Software Europe
Ltd
Softcat PLC

Services

1

DAF3

HR
Document
Module
Software, Hosting & Services

-

*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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