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Executive Summary 
If the pace of transformation and digitisation was already fast in the pre COVID-19 
environment within which the council was operating, this now seems a luxury compared to 
the increasing and emerging demands of the last eight months.  However, with good 
progress made in implementing the key technology components, and greater learning from 
service redesign, the work of Business Solutions’ is vital to ensure the sustainability of 
services into a future changed world.   
 
By accelerating many planned initiatives, delivering these at scale in a matter of days or 
weeks, and developing new agile innovations, the Business Solutions team has proactively 
responded to the challenge as employees, service users, suppliers, businesses, and 
communities were forced into digital channels and new ways of working and engaging.   
 
These challenges are likely to continue as the changed world could mean operating in an 
environment in which digital channels become the primary and, in some cases, only public 
engagement model.  With automated and self-serve processes becoming a key driver of 
productivity, agile ways of working will be essential to delivering services with seemingly 
constant changes in behaviours and legislation. 
 
With finalisation of the council’s recovery plan, the service is now in a position to reset the 
baseline and assess progress in the new environment.  This will not be without its 
challenges given the need to balance the response required to future local outbreaks with 
the work required to continue to support the sustainable recovery of services, while 
delivering the business as usual activities paramount to achieving the ambitions set out in 
The Plan for North Lanarkshire. 
 
This report therefore continues with the arrangements piloted across service committees 
towards the end of 2019 in terms of implementing the Strategic Performance Framework.  
This framework aims to assess progress towards achieving the shared ambition set out in 
The Plan for North Lanarkshire.  It does so, however, taking cognisance of the at scale, at 
pace, and agile approach that is a prerequisite in the new environment. 
 
With responsibility for oversight of the council’s digitisation programme and IT service in 
relation to performance, expenditure, and service delivery, this report provides Members 
of the Transformation and Digitisation Committee with an outline of their performance 
monitoring responsibilities in line with the Strategic Performance Framework.  An initial 
suite of performance measures is presented to allow for day to day activities, and progress 
towards achieving the shared ambition set out in The Plan for North Lanarkshire and 
supporting Programme of Work, to be regularly monitored, assessed, and scrutinised.   



 

 

 
1. Background 
 
1.1 Members will recall the report to the Transformation and Digitisation Committee in 

September 2020 highlighted the extent of activities deployed by Business Solutions in 
response to the COVID-19 pandemic and its subsequent recovery.   

 
1.2 Since then the council’s recovery plan, and its accompanying operating model, has 

been approved at the Policy and Strategy Committee in October 2020.  This now 
provides a platform of stability to enable services to attain a balance between 
progressing business as usual activities in line with the long-term vision and ambitions 
laid out in The Plan for North Lanarkshire and redirecting available resources to fulfil 
these ambitions, while ensuring appropriate mechanisms remain in place to respond to 
the ongoing threat of local COVID-19 outbreaks and recovery of services. 

 
1.3 The Plan for North Lanarkshire remains the clear vision for the council, and the  

activities to be delivered through the Programme of Work for 2020 and beyond aim to 
address the range of different and complex economic, social, and health issues that 
exist at a local level - issues which have been exacerbated by the impact of COVID-19 
- and achieve change and improved outcomes for the people and communities of North 
Lanarkshire that are sustainable in the longer-term. 

 
1.4 Responsible for driving the provision of modern digital services and wide scale 

 transformation across the council in order to transform services and support delivery of 
the ambitions in The Plan for North Lanarkshire, the Business Solutions team have 
responded proactively to the pandemic over the last eight months.  Continuing to be 
responsive, while supporting the recovery of sustainable services and delivery of The 
Plan for North Lanarkshire, will not be without its challenges. 
 

1.5 Notwithstanding this, the Accounts Commission (the public spending watch dog for 
local government) is of the firm view that the principles of sound financial management, 
good governance, public accountability, and transparency are vital in this emergency 
situation, although it is recognised that how these are delivered and achieved is likely 
to be different from the pre-COVID environment. 

Recommendations 
It is recommended that the Transformation and Digitisation Committee: 
 
(1) Note the contents of this report and accompanying appendices,  
(2) Review the performance information presented in the appendix and identify where 

further details are required to understand or investigate matters further, and 
(3) Note the next steps. 

 

The Plan for North Lanarkshire 
Priority  Improve North Lanarkshire's resource base 

 
Ambition 
statements 

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

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

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



 
1.6 With responsibility for oversight of the council’s digitisation programme and IT service 

in relation to performance, expenditure, and service delivery, this report provides 
Members of the Transformation and Digitisation Committee with an outline of their 
performance monitoring responsibilities in line with the Strategic Performance 
Framework.   
 

1.7 The purpose of the report is to set the context, raise awareness, clarify responsibilities 
and present the performance information, in line with The Plan for North Lanarkshire, 
which the Committee will be responsible for scrutinising moving forward. 
 

 
2. Context 

 
Programme of work 
 
2.1 Business Solutions has four elements in the Programme of Work for 2020 and beyond, 

which are the specific responsibility of the Transformation and Digitisation Committee. 
 

• P003.1 - Transformation programme. 
• P069 - DigitalNL- communication and engagement. 
• P083 - Customer services hub. 
• P072.1 - Business intelligence model. 

 
2.2 However, the scale and complexities of the DigitalNL programme, and the range of 

interdependencies across many Programme of Work elements, means that the work of 
the service supports and enables the successful delivery of many other elements.  This 
includes: 

 
• P062.1 - Digital workforce and skills. 
• P002 - Asset rationalisation. 
• P076 - The place the vision (in terms of connectivity and the development of 

community / town hubs). 
• P084 - Building community capacity and capabilities (in terms of adult learning, 

young people, community learning and development). 
• P061.1 - Employee learning and development programmes. 
• P052 - Support people to live well connected lives (enhancing the home support 

model). 
• P054 - Technology and sustainable solutions in health and social care. 
• P075.1 - Strategic oversight and accountability. 

 
2.3 Delivery of a world class digital infrastructure is also a key programme of work to 

achieve universal connectivity across North Lanarkshire.  Specific workstreams aim to 
realise high speed internet for homes and businesses, the Internet of Things (e.g. bin 
sensors, pollution sensors, traffic monitoring, and health sensors), smart devices, free 
wi-fi in public areas and community hubs, connectivity to all homes, schools, and 
community hubs, and 4G/5G. 

 
2.4 In terms of the DigitalNL transformation programme, the report detailing the status of 

the Year 1 work packages and proposed Year 2 programme was approved at the 
Transformation and Digitisation Committee meeting in May 2020.  Due to the emerging 
issues surrounding the COVID-19 pandemic, from an investment and service redesign 
point of view, this report acknowledged much of the Year 2 programme could potentially 
be phased differently from previous approvals.  As a result, the DigitalNL transformation 
programme updated investment profile was subsequently approved at Policy and 



Strategy Committee in October 2020.   
 
Policy framework 
 
2.5 Central to the delivery of the elements within the Programme of Work noted above is 

the Digital and IT Strategy 2019-24.  This details the programmes, projects, and policies 
that will enable Business Solutions to recover, renew, and transform council services 
by exploiting emerging technology to the benefit of employees, service delivery, and 
ultimately the people and communities of North Lanarkshire.  It will guide services to 
transition from the current traditional IT estate to a new and agile digital service delivery. 

 
2.6 Members will recall approving the updated Digital and IT Strategy at the meeting in 

September 2020.  This update reflected the fast-changing environment in which the 
council operates, not least the implications arising from the COVID-19 pandemic. 

 
2.7 Central to the recovery of sustainable services, Digital First is the basis for all service 

redesign, and as part of the COVID-19 Recovery Plan services are supported to choose 
secure, robust, and efficient solutions which satisfy the required standards and 
specifications. 

 
Performance monitoring 
 
2.8 Key to monitoring progress and delivery of the Programme of Work elements and 

supporting work streams, and the Digital and IT Strategy, is the Strategic Performance 
Framework.  This is one of four complementary frameworks that enables a regular 
structured approach in terms of assessing progress, measuring success, and 
identifying (where necessary) areas requiring improvement in order to deliver on the 
ambitions set out in The Plan for North Lanarkshire. 

 
2.9 The Strategic Performance Framework comprises a group of performance indicators 

at three levels; these aim to collectively provide an overview of performance and 
demonstrate the impact of council activities on the people and communities of North 
Lanarkshire. 

 
2.10 The three levels are outlined below. 
 

(1) The North Lanarkshire context 
Suite of 28 Health Check indicators that collectively provide 
the North Lanarkshire context. 
 

(2) Improving outcomes 
Suite of indicators and information to enable an assessment 
of progress towards improving the priorities and ambitions 
outlined in The Plan for North Lanarkshire.   
 

(3) Day to day operations 
Performance indicators that allow the quality, efficiency, and effectiveness of day to 
day operations to be assessed. 

 
2.11 The detailed Strategic Performance Framework, approved in September 2019, aligns 

the indicators to one or more of the 25 Ambition Statements in The Plan for North 
Lanarkshire.  It also shows the connections between the Ambition Statements, 
Programme of Work elements, Strategic Policy Framework, and performance 
indicators at the three levels in the Framework.   
 

2.12 Thereafter each of the 25 ambition statements was aligned to the appropriate service 
committee (in line with the Scheme of Administration terms of reference).  This provides 



clear responsibilities for each service committee and ensures a consistent and 
collective approach towards the scrutiny of performance in line with the ambitions set 
out in The Plan for North Lanarkshire. 

 
Transformation and Digitisation Committee responsibilities 

 
2.13 In line with terms of reference outlined in the Scheme of Administration, the 

Transformation and Digitisation Committee will be responsible for monitoring and 
reviewing performance information for the following Ambition Statements (although it is 
recognised that much of the work of Business Solutions supports and enables the 
delivery of all 25 Ambition Statements). 

 
18.  Ensure our digital transformation is responsive to all people’s needs and enable 

access to the services they need. 
24.  Review and design services around people, communities, and shared resources. 
25. Ensure intelligent use of data and information to support fully evidence based 

decision making and future planning. 
 

2.14 The suite of performance indicators from the Strategic Performance Framework are 
 listed below.  Latest performance results for each indicator are detailed in Appendix 1 
 for Members’ further review and scrutiny. 

 
• Wide area network - % availability. 
• IT systems - number of priority 1 outages in a month. 
• Service desk - % of reported incidents resolved by service partner within SLA. 
• Service desk calls - % customer satisfaction. 
• Master citizen record - % of NL population with a Master Citizen Record. 
• Customer portal - number of services available on the portal. 
• Customer portal - % of NL population with online authentication. 

 
2.15 Due to the fast-paced and changing environment - and the extent of multiple and 

emerging priorities - performance information for some service areas moved from being 
captured quarterly to monthly.  This has produced as live a picture of performance as 
possible in order to enable early identification of those areas where there has been a 
significant change in performance (and which therefore merit attention and/or additional 
resources). 

 
2.16 Early in the COVID-19 pandemic several new measures were established to help 

monitor the impact of the response on the IT service in terms of incidents and requests.  
These are also included in Appendix 1. 
 

2.17 The Strategic Performance Framework established a set of guiding principles to ensure 
the right information to the right audience at the right time.  Members may wish to use 
this as a guide when reviewing the performance information presented to Committee.  
The guiding principles are that reporting is: 

 
• Aligned - to The Plan for North Lanarkshire to give stakeholders an insight into the 

performance of council activities in the short-term and against the shared ambition 
in the long-term. 

• Consistent - to ensure a standard process across time and each committee.  This 
aims to help build credibility, reliability, and a common understanding. 

• Transparent - to allow stakeholders to understand what is being measured, what it 
means, what level of performance has actually been achieved, and what change 
has taken place. 

• In context - to avoid the So What? question and provide a coherent narrative to 



ensure fully informed review, scrutiny, and decision-making processes. 
• Balanced - to ensure any text adds value and tells a balanced narrative that 

identifies areas requiring improvement and any remedial action undertaken. 
 
Next steps 
 
2.18 Having set the context, future reports will update the Transformation and  Digitisation 

Committee on the level of performance achieved against each of the indicators in 
Appendix 1. 

 
2.19 As the council moves past the recovery stage and into renewal and beyond, the 

evidence base for ongoing decision making will be critical.  Work is therefore underway 
(as summarised in paragraphs 2.19.1 to 2.19.3) to further review the suite of Business 
Solutions performance measures to be used by the management team to assess the 
impact of the pandemic and identify priorities and resource requirements moving 
forward.  Upon completion of the development work and establishment of baseline 
figures, these measures will be added to the suite in Appendix 1 to enable future 
scrutiny by the Transformation and Digitisation Committee.     
 
2.19.1 The Digital and IT Strategy is supported by sub policies that relate to information 

governance and the legislation governing the processing and use of information 
and communications technology.  Work is underway to develop a small suite of 
performance measures that will provide the Data Governance Board with the 
assurances required in terms of ensuring compliance with the legislation and 
ensuring information security.   

 
2.19.2 To ensure that existing data sets are used to make the instant and accurate 

decisions required in such a rapidly evolving landscape, work is underway to 
review the multiple sources (and uses) of data within the Technology side of 
Business Solutions.  This will enable an evaluation of the shifting needs of 
services as well as the service’s own performance in order to efficiently support 
service delivery and transformation across the council, make best use of the 
resources available, and ensure an end-to-end view of the service’s business. 

 
2.19.3 As the council moves beyond the recovery and renewal phase and new service 
 operating models are developed, and the Programme of Work is delivered, the 
 suite of Business Solutions performance indicators will be kept under 
 review and amended accordingly. 
 

 
3. Equality and Diversity 
 
3.1 Fairer Scotland Duty 

 There is no requirement to carry out a Fairer Scotland Duty assessment on this report; 
no new strategic decisions are being made. 

 
3.2 Equality Impact Assessment  

There is no requirement to carry out an equality impact assessment on this report, no 
new decisions are being made. 

 
4. Implications 
 
4.1 Financial impact 

Service financial information is presented to the Transformation and Digitisation 
Committee within a separate report.   



 
4.2  HR/Policy/Legislative impact 

 There are no HR/policy/legislative impacts arising from the performance information 
presented in this report.   
 

4.3  Environmental impact 
 There is no environmental impact arising from the performance information presented 
in this report.   

 
4.4  Risk impact 

The service is the lead for three risks in the Corporate Risk Register - Information 
security and information governance, ICT operational capability, and the Digital and IT 
Strategy.  Input is also made to the corporate risks around Governance, leadership and 
decision making and Managing strategic change.  All corporate risks are kept under 
review by the service, and the Corporate Management Team, in line with the corporate 
review processes.  The Service Risk Register is subject to regular monitoring and 
review by the service’s management team. 
 

 
5. Measures of success 
 
5.1  In the short to medium-term, assessing performance of the service’s planned day to 

day activities and achievement of priorities to ensure efficient service delivery and 
continued good governance. 

 
5.2 In the longer-term, effective scrutiny of the information presented to ensure a positive 

impact on day to day operations, improved outcomes for the people and communities 
of North Lanarkshire, and delivery of The Plan for North Lanarkshire. 

 
 

6. Supporting documents 
 
6.1 Appendix 1 -  Business Solutions: latest performance results. 
 

 
 
 
Katrina Hassell 
Head of Business Solutions 
 



Monthly performance statistics

Wide area network - % availability Number of IT incidents

IT systems - number of priority 1 outages in a month Number of IT requests created

Service desk - % of reported incidents resolved by service partner 
within SLA Number of IMACs (Installations, Moves, Additions and Changes)

Service desk calls - % customer satisfaction 

Number of requests for freya tokens

Annual peformance statistics

Customer portal - % of NL population with online authentication

Customer portal - number of services available on the portal

Master citizen record - % of NL population with a Master Citizen 
Record

as at 14/10/2020
Business Solutions



MENU

Year Measure Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

2019/20 % available 99.52% 99.87% 99.99% 99.99% 99.73% 99.98% 99.84% 99.97% 99.86% 99.88% 99.79% 99.98%

% not available 0.48% 0.13% 0.01% 0.01% 0.27% 0.02% 0.16% 0.03% 0.14% 0.12% 0.21% 0.02%

target 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9%

2020/21 % available 99.98% 99.53% 99.63% 99.95% 99.82% 99.70%

% not available 0.02% 0.47% 0.37% 0.05% 0.18% 0.30%

Wide area network - % availability 

Availability of WAN services to all council sites is provided via council owned fibre, leased lines, and line of site.  
These network connections provide both data and telephony services.

The percentage reported is the available hours of all network connections during supported hours (Monday to Friday 8am to 6pm, excl public holidays).

September 2020 figures undergoing the final 
verification process so may be subject to change.
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MENU

Year Measure Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

2019/20 number 5 9 7 9 11 12 6 1 2 8 3 7

target 5 5 5 5 5 5 5 5 5 5 5 5

2020/21 number 2 3 1 2 3 5

This refers to the number of occasions in a month that a priority service (P1) has not been available to users.  
This includes both applications and network connections classified as Priority 1 for both the corporate and schools environments.

IT systems - number of priority 1 outages in a month
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MENU

Year Measure Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

2019/20 number of calls in total 650 694 523 514 598 713 519 375 391 322 397 420

number resolved in SLA 631 651 505 500 576 687 493 363 373 310 377 400

97.1% 93.8% 96.6% 97.3% 96.3% 96.4% 95.0% 96.8% 95.4% 96.3% 95.0% 95.2%

target 95% 95% 95% 95% 95% 95% 95% 95% 95% 95% 95% 95%

2020/21 number of calls in total 394 353 447 429 572 509

number resolved in SLA 378 333 425 404 539 414

95.9% 94.3% 95.1% 94.2% 94.2% 81.3%

P3 examples
Corporate 
A fault impacting on a smaller group of users or an individual user, such as: failure of a Bronze application, Gold or Silver application not accessible by single user, silver application service not 
performing as expected, single user cannot access a shared area, recovery of a file from backup, or loss of access to a non-urgent location.
Schools 
All incidents, other than Technical Support Officer(TSO) assignment, or all service requests other than TSO assignment.

Service desk - % of reported incidents resolved by service partner within SLA

This measures the proportion of P3 incidents dealt with and resolved by the service delivery partner within the Service Level Agreement.  
Categorisation of P3 incidents is based on the Incident Management process which states P3s either (a) have a major adverse impact on council activities which can be reduced to a 

moderate adverse impact with an acceptable workaround, or (b) have a moderate adverse impact on council activities.  
In general that will mean if only a handful of people are affected by an issue it will be classed as a P3 - the default categorisation of a reported incident is therefore Priority 3. 
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MENU

Year Measure Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

2019/20 number of calls in total 2,717 2,717 2,396 2,703 3,157 2,945 3,065 2,758 2,348 3,061 2,735 4,354

number satisfied 2,697 2,697 2,385 2,694 3,144 2,939 3,053 2,748 2,334 3,054 2,722 4,337

99.3% 99.3% 99.5% 99.7% 99.6% 99.8% 99.6% 99.6% 99.4% 99.8% 99.5% 99.6%

target 95% 95% 95% 95% 95% 95% 95% 95% 95% 95% 95% 95%

2020/21 number of calls in total 3,526 3,203 3,428 3,557 3,645 3,615

number satisfied 3,512 3,185 3,413 3,548 3,629 3,602

99.6% 99.4% 99.6% 99.7% 99.6% 99.6%

Service desk calls - % customer satisfaction 

This measures the percentage of all calls closed in the Service Desk where the customer was satisfied with the service provided by the service delivery partner; a non response is counted 
as satisfied.
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MENU

Incidents created - corporate

Year Measure Jan Feb Mar Apr May Jun Jul Aug Sep

2019 number 1,221 1,158 948 852 1,025 678 698 904 894

2020 number 520 506 685 521 637 670 671 1,090 1,076

Incidents created - schools

Year Measure Jan Feb Mar Apr May Jun Jul Aug Sep

2019 number 500 483 454 260 386 389 18 650 485

2020 number 519 506 302 84 100 176 30 786 573

IT - incidents

An incident means something is broken, e.g. AnyConnect is down for everyone.
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MENU

Requests created - corporate

Year Measure Jan Feb Mar Apr May Jun Jul Aug Sep

2019 number 3,227 2,645 2,779 2,414 2,823 2,484 2,758 3,271 3,074

2020 number 3,411 2,997 4,796 3,637 3,334 3,719 3,660 3,809 3,710

Requests created - schools

Year Measure Jan Feb Mar Apr May Jun Jul Aug Sep

2019 number 678 683 678 440 602 554 149 1,249 822

2020 number 849 637 753 254 282 399 185 1,261 970

A request means I need something, e.g. I need to work from home.

IT - requests
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MENU

Requests

Year Measure Jan Feb Mar Apr May Jun Jul Aug Sep

2019 number 0 8 38 42 39 43 50 48 58

2020 number 63 39 245 103 90 74 55 43 35

Requests for Freja tokens (tickets)

Tickets logged to request home working. This does not translate into tokens requested, e.g. a ticket can be for 50 tokens.
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MENU

IMAC hard (network)

Year Measure Jan Feb Mar Apr May Jun Jul Aug Sep

2019 number 50 56 64 16 25 35 31 67 54

2020 number 50 35 31 4 4 23 6 22 21

IMAC soft (network)

Year Measure Jan Feb Mar Apr May Jun Jul Aug Sep

2019 number 119 101 95 4 63 64 55 78 75

2020 number 78 68 143 52 10 9 15 40 43

IMAC software

Year Measure Jan Feb Mar Apr May Jun Jul Aug Sep

2019 number 85 71 72 46 47 42 51 53 29

2020 number 67 96 87 185 106 119 143 126 97

IMAC hardware

Year Measure Jan Feb Mar Apr May Jun Jul Aug Sep

2019 number 13 13 10 12 5 13 9 25 16

2020 number 22 32 72 139 125 306 108 100 19

Number of IMACs (Installations, Moves, Additions and Changes)

This mainly refers to telephony / data point patching, with hard  being carried on site and soft  being completed remotely.
IMAC software : mainly refers to software installations.  

IMAC hardware : mainly refers to new laptops and desktops.
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MENU

performance measure 2017/18 2018/19 2019/20 % change over 
time

% change year 
to year (latest) 2020/21 2020/22

number of NL residents with a Myaccount 24,781 43,557 54,004 117.9 24.0

mid year estimates population, age 12+ 291,663 292,706 293,240 0.5 0.2

8.5 14.9 18.4 116.8 23.8   

target:  % 3.0 7.0 11.0 13.0 15.0

RAG status 10 10 10

Customer portal - % of NL population with online authentication

The customer portal is the council’s transactional website for accessing digital transactional services such as council tax balances, council tax e-billing, and on-line school payments. 
It is also the digital marketplace to access national services such as TellMeScotland and the National Entitlement Card.

This is a measure of the proportion of residents (age 12+) who have created a Myaccount.  
Myaccount is a free and secure national sign-in service, providing a username and password, for accessing public services online in Scotland.  

This allows access to online digital services in North Lanarkshire and across Scotland.  

% of NL population with online 
authentication

Key to RAG status

Performance does not meet the target set and is 
outwith the acceptable thresholds

Performance surpasses the target and exceeds 
expectations

Performance is on target and/or within the acceptable 
thresholds
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MENU

performance measure 2017/18 2018/19 2019/20 % change over 
time

% change year 
to year (latest) 2020/21 2020/22

40 52 60 50.0 15.4   

target:  13 29 47 52 55

RAG status 10 10 10

Performance does not meet the target set and is 
outwith the acceptable thresholds

Performance surpasses the target and exceeds 
expectations

Customer portal - number of services available on the portal

The customer portal is the council’s transactional website for accessing digital transactional services.
This measures the extent of services now available digitally to the public through the portal.

number of services available on the portal

Key to RAG status
Performance is on target and/or within the acceptable 

thresholds
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MENU

performance measure 2017/18 2018/19 2019/20 % change over 
time

% change year 
to year (latest) 2020/21 2020/22

number of NL residents with a Master Citizen Record 230,338 203,648 222,500 -3.4 9.3

mid year estimates population 339,390 339,960 340,180 0.2 0.1

67.9 59.9 65.4 -3.6 9.2   

target:  % 60.0 60.0 60.0

RAG status 10

Performance does not meet the target set and is 
outwith the acceptable thresholds

Performance surpasses the target and exceeds 
expectations

Master citizen record - % of NL population with a master citizen record

The master citizen record (MCR) is the definitive list of citizens that the council has a relationship with.  It identifies these customers across back office systems and ensures  their 
personal data is accurate, current, and complies with data protection legislation. 

This ensures that citizens only get access to  their own data when accessing digital services, by the supporting Myaccount verification.
This is a measure of the number of residents who have a MCR to allow them safe access online digital services - the focus is not necessarily on increasing the number of residents to 

100%, as this fluctuates naturally, rather it aims to build a complete, accurate, and robust history for residents who have a MCR.

% of NL population with a Master Citizen 
Record

Key to RAG status
Performance is on target and/or within the acceptable 
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