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Executive Summary 
 
The Covid-19 crisis has placed an accelerated need for digital transformation across both 
the private and public sectors to meet the shift in customer requirements and achieve 
essential cost savings, given the budget and resourcing constraints that will be in place for 
the foreseeable future.  
 
North Lanarkshire Council is acutely aware of the scale of change underway and the 
responsibility associated with providing secure and accessible online solutions that serve 
residents and enable our workforce to operate remotely, in line with the Government ‘work 
from home’ guidelines that continue to be in place.  
 
This report contextualises the capabilities that North Lanarkshire Council now has to offer 
a digital front door to services and the growing opportunities available for citizens to 
conduct seamless, end-to-end online transactions that provide value for money and deliver 
on customer expectations. 
 
It also outlines the technology and training in place to support new ways of working to help 
staff connect and collaborate using online tools and platforms from anywhere and from any 
work device.         

 

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 North Lanarkshire Council’s digitisation programme was well underway when the 

Covid-19 pandemic hit, bringing with it the increased demand for online information, 

services and the need to offer and support the introduction of virtual working.  

 

1.2 To meet this requirement, significant communication effort has been dedicated to 

driving the uptake and use of online tools such as Yammer and Teams, along with the 

introduction of the wider Microsoft Office 365 productivity suite to bring people together 

and support the continuation of services to our customers and communities.  

 

1.3 External communications using online, traditional and local partnership channels have 

also been instrumental in raising awareness of the new digital service provision 

available to the public and the investment being made in technology such as Robotic 

Process Automation (RPA) to improve service delivery and reinforce our ambition to 

be the leading digital local authority in Scotland.   
 

 
2. Report  
 
2.1.  In line with the approved Communication and Engagement Plan several activities have 

taken place since the last Committee. The key focus over the period has been the 
introduction of Microsoft Office 365 to support the move to a digital workplace and the 
launch of the council’s new website and online service provision within Waste Solutions 
as part of the service redesign programme.   

 
2.2 The existing communications strategy is also under review to support the changing 

needs of internal and external stakeholders and achieve the council’s digitisation goals 
and priorities. It will be shared as part of the first Committee Cycle of 2021.     

 
Communications Overview 

 
Digital Workplace – moving to Microsoft Office 365 (M365) 

 
2.3 To ensure the smooth transition to M365, during September and early October, over 

200 members of staff took part in an Open Pilot to test and provide feedback on the 
products to help the council’s ICT team address and resolve issues ahead of the wider 
roll out. Staff involved in this trial included Digital Transformers, staff who support 
Elected Members, the Corporate Management team, Business Solutions and Talent 
and Organisational Development (TOD) staff.       

 
2.4 Following the success of this pilot, the mass migration of users to M365 got underway 

on 19 October 2020 and incorporated staff based within the Chief Executive’s area and 
Health and Social Care.  

 
 Communicating the change  
 
2.5 In the four weeks leading up to a member of staff moving to M365, a series of 

automated email messages are shared 20 days, 10 days, five days and the day of 
migration to ensure staff are aware and prepared for the move.  

 
 
 
 



  

Across these communication drops, a range of information is provided, including: 
 

- the date of migration  
- recommended M365 training links to learnNL 
- advice about how to clear out and move data 
- M365 apps on work mobile devices   
- the use of Multi Factor Authentication (MFA) to protect the council’s network 

2.6 A quick all user guide to M365 deployment, which breaks down the before, during and 

after stages of the move and what to expect, has also been shared and made available 

on Connect, mySelf and Yammer. This is supplemented by an FAQ document that is 

regularly updated to provide easy to understand advice on the most common issues 

and questions being received through the council’s IT helpdesk.  

2.7 To encourage regular, informal communications, a ‘Working with Microsoft Office’ 

group has been added to Yammer, to provide progress alerts and help colleagues 

learn from each other through sharing tips and training recommendations. It has been 

set up as an open forum and staff are being asked to use the space to share ideas 

about how communications can be made more effective to ensure staff get the 

information that suits their needs.  

2.8 For many people visual ‘quick glance’ communications are effective. Along with 

providing information, they also help to maintain awareness and momentum of a 

programme. To coordinate with the mass migration kick-off in October, customised 

banners were added to Connect and Yammer to highlight the service areas currently 

moving to M365 and provide real-time data in terms of migration numbers. This will 

continue to be in place until the final migration takes place, which is expected to be no 

later than March 2021.     

2.9  Communications to encourage employees to participate in the M365 e-learning 

modules available within learnNL is continuing internally. To date, over 400 members 

of staff have completed the highly recommended modules on learnNL.  

 Digital Transformers  

2.10 The Digital Transformer network is made up of representatives from every service 

area. All 52 members have been early adopters of the technology and have an 

important role to play in encouraging and providing peer-to-peer support to help 

colleagues gain the skills and confidence needed to make best use of the software.  

2.11 To make sure staff understand who the point of contact is for their area, a dedicated 

‘Meet your Digital Transformer’ page has been created on myNL. This is categorised 

by service and provides, photographs, names and contact information to make it easy 

for staff to get in touch with someone who understands their area of the council.  

2.12 Communications to share the link to this page and boost awareness of our Digital 

Transformer team have been shared internally using email, Yammer, Teams and 

various newsletters including the recent Employee Service Centre update, and the 

November edition of WeAspire. Digital Transformers are also expected to be proactive 

and responsible for forging links with colleagues in their service areas.      



  

2.13 A dedicated email address (M365DTSupport@northlan.gov.uk) has  been set-up and 

shared with staff. Every Digital Transformer has access to the account, and it is 

managed on a rota-basis to ensure staff enquiries receive a response and the support 

that may be required.        

2.14 However, for Digital Transformers to provide guidance and manage any trouble 

shooting from a technical point of view, they must be kept up-to-date and informed of 

system changes or issues that may cause functionality errors. Therefore, to maintain 

open contact, in late September, a standing call involving Digital Transformers and the 

M365 migration leads within the council’s ICT team was established.  

2.15  The weekly sessions will continue throughout the migration period and are providing 

the opportunity for two-way communications to raise any blockers and review migration 

progress.  

2.16 A smaller core team of Digital Transformers have been providing additional support to 

the Technical Team and have been added to ServiceNow and trained to view, action 

and resolve any IT helpdesk calls coming in from staff who have recently been 

migrated to M365.    

Equality Impact Assessment – Assisted Technology 

2.17 As members will recall, an equality impact assessment is underway as part of the 

Microsoft Office 365 programme to ensure staff who require assistive technology as 

part of their IT kit, continue to have access to the software needed to fulfil their roles.    

2.18 During October 2020, staff requiring specialist software on work devices, took part in 

the M365 pilot testing programme to use the products available and assess their 

suitability in relation to their individual requirements.  

2.19 To ensure all involved were aware of the role they had to play; an initial video call took 

place to: 

- summarise the testing process and timelines  
- clarify the assistive technology currently in use 
- understand if additional support would be required  
- introduce points of contact within the Business Solutions team  

2.20 Following this session, specialist training was provided using Microsoft Teams to 

demonstrate the built-in accessibility functions and features available within M365. This 

was delivered by a leading industry expert through the council’s partnership with 

Agilisys and had a positive impact in terms of building user confidence and establishing 

a greater understanding of how the products work.   

2.21 Feedback from the online questionnaire that was shared with all known employees 

with assistive technology in August has also been evaluated. It achieved a 50% 

response rate, and along with gaining valuable data regarding the software being used, 

the findings revealed that: 

- 96% of respondents are laptop users 
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- 76% are either satisfied or highly satisfied with the assistive technology products and 
support provided by the council, 16% are more or less satisfied and 8% are not very 
satisfied or not satisfied at all. 
- Over 50% prefer online/e-learning, which is compatible with the existing and future 
training formats for M365 

 
2.22 This work and ongoing evaluation is also being reported through the Equalities 

Steering Group.   
 

Stakeholder Engagement   
 

Yammer Enterprise 
 
2.23 Maintaining strong employee communication and open channels of contact is 

particularly important, given the many workplace changes that have taken place over 
the last six months. Within the council, one way to support this is through Yammer 
Enterprise. Along with allowing staff to keep in touch and access the latest news, it is 
also helping to maintain the presence of the Executive team.  

 
2.24 Des Murray, Chief Executive, and Robert Steenson, Executive Director of Enterprise 

and Communities, have held monthly open conversations with staff on Yammer, to 
address concerns, clarify the status of our recovery plan and reinforce the message 
that although we are working in a different way, The Plan for North Lanarkshire is still 
the focus and positive progress is being made. Derek Brown, Executive Director of 
Education and Families, will host the next live discussion at the end of November 2020.  

 
2.25 Members will recall that the September committee report recorded that the site had 

over 600 members. However, as a result of ongoing communication activity, this has 
now doubled to over 1,500. The increased reach available through Yammer Enterprise 
has helped to raise awareness of work associated with the DigitalNL programme such 
as M365, RPA and the launch and introduction of the council’s new website and online 
Portal.   

 
2.26 As a communication channel, it is also serving other services when it comes to sharing 

information. North Lanarkshire’s ‘Back in Business’ campaign, Learning at Work Week 
and the pilot success of Lanarkshire Women in Business have all been profiled in 
recent months.   
 
Trade Unions   
 

2.27 A regular exchange of information regarding the progress of the DigitalNL Programme 
takes place with Trade Union Representatives. In June and September 2020, meetings 
were held with Unite, GMS and Unison to discuss the establishment of the Customer 
Service Hub (CSH), including options for staff identified as being in scope and how the 
new posts being established in the CSH would be filled. The meeting held on 2 
November 2020 focussed primarily on deployment of the new website/CSH and M365. 

 
External Communication - Website Redesign  
  

2.28 The council’s new website will be jointly launched with the Customer Services Hub in 
early November 2020. To reach this stage web editors, with support from DigitalNL 
and Corporate Communications, finalised the migration of page content from the old 
to the new site during October 2020.  

 
2.29 This process involved auditing and re-writing information to ensure accurate details 

and a consistent tone of voice is represented across all pages.   



  

2.30 Ahead of the public launch, early visibility sessions took place with key internal and 
external stakeholders. Due to the restrictions on face-to-face contact, these were 
hosted online using Microsoft Teams.   
 

2.31 The virtual sessions provided the opportunity to present the new look of the website 
and simplified navigation structure in place, before demonstrating how to use the 
customer portal to complete an end-to-end online transaction. The session was 
recorded, and footage shared internally with key stakeholders.     
 

2.32 With the website and portal tested and ready to use, a public ‘it’s quick to click’ 
communication campaign, supported with customised branding, got underway in 
October 2020, to promote the digitisation of council services and encourage customer 
channel shift to online information and transactions. This is scheduled to run until 
March 2021, to promote the different services that will be available online.  
 

2.33 To reach all audience groups, a range of communication mediums and channels 
continue to be used. With 50,000 followers across Facebook and Twitter, these 
frequently viewed platforms are instrumental in helping to raise awareness.  
 

2.34 Other email-based marketing has been valuable in terms of sharing information with 
people who are not regular users of social media, including GovDelivery and contact 
databases available within Education and Families, Business Enterprise, Partner 
Organisations and Tenant Participatory groups. The council is also working alongside 
the new Community Groups to promote the move to online transactions.  
 

2.35 Traditional channels such as local newspapers, press and bus advertising and home 
mail drops have been a feature to ensure no one is socially excluded from accessing 
digital services. To further connect with ‘hard to reach’ groups, a toolkit has been 
created for elected members to help them generate awareness and offer support. Work 
with Voluntary Action North Lanarkshire (VANL) to ensure advice is available to 
vulnerable residents is ongoing.   

 
2.36 As members will be aware, 70% of the council’s workforce are also North Lanarkshire 

residents, so internal communications are continuing to play a central role in the 
campaign.  

    
2.37 A key message from the outset has been the need to create a myaccount, as only 

registered users will be able to access the customer portal to report and track their 
council interactions. When the promotion started, around 60,000 residents within North 
Lanarkshire had signed up for a myaccount. However, by March 2021, the target is to 
increase this to 100,000, which would be 50% of the 18-65 age demographic.   
 

2.38 To help evaluate communication activity in line with myaccount usage, regular data 
reports are being provided by staff within the Chief Executive’s office.   

 
Robotic Process Automation  

 
2.39 In October 2019, North Lanarkshire Council introduced the first Robotic Process 

Automaton (RPA) into live production with the aim to improve service delivery while 
reducing costs.  

 
2.40 As members will be aware, the first ‘bot’ was developed to update Direct Debit changes 

on Council Tax accounts.  
 
 



  

However, one year on, additional automated processes have been successfully 
introduced to:  

 
- update Universal Credit changes on Council Tax Reduction claims 
- assist with processing Scottish Welfare applications 
- manage Free School Meals and Clothing Grant applications   

  
2.41 To mark this achievement, both internal and external communications are being 

developed to highlight the council’s commitment to embedding robotic technology and 
the positive impact it is having on making services more responsive and efficient.  

 
Youth Engagement  

 
2.42 In terms of service redesign, we are aware of the young people across North 

Lanarkshire who care for others and the need to engage and inform them of the 
changing nature of council services. 

 
2.43 With this in mind, we are working with the Community Learning and Development team 

to contact local action groups such as North Lanarkshire Young Carers to share 
information about the council’s digital programme and recently introduced online 
services. Along with improved engagement, the aim is to ensure they understand and 
have the support required to create and manage online accounts on behalf of those 
they help to look after.  

 
2.44 As documented in this paper, RPA has a crucial role to play in the council’s changing 

digital landscape. Going forward the design and development of this innovative 
technology will be identified and driven from within services. This will provide an ideal 
opportunity for young people to get involved from the outset and gain vital knowledge 
in this area. The possible format for offering this type of workplace experience to young 
people is being discussed with the Modern Apprenticeship Team.   

2.45 The community benefit initiatives aligned with the council’s partnerships with PwC and 
Agilisys will offer further opportunities to young people within North Lanarkshire. This 
is the subject of a separate report to this Committee. 

Next Steps  
 

• Continue to support the introduction and move to M365   
• Coordinate stronger youth engagement associations and channels in relation to 

service redesign and RPA 
• Demonstrate the community benefits being attained as a result of the council’s 

partnerships with PwC and Agilisys    
• Promote the council’s digital platform and encourage public online channel shift  
• Engage with communities through the new Community Boards.

 
 
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  



  

 
The ongoing Equality Impact Assessment work with regards to the introduction of 
Microsoft Office 365 is documented in this and previous committee papers.  
 

 
4. Implications 
 
4.1 Financial Impact 
 

As previously reported a £10k communications budget for 2020/21 has been agreed 
and all future spend will be reported within the wider DigitalNL financial plan. At this 
time, £2,000 has been committed to support the initial media campaign to encourage 
residents to set up a myaccount in order to take advantage of the council’s move to 
digital services.     

 
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 growing numbers of myaccount registrations within 

North Lanarkshire and the achievement of a 40% reduction in phone-based enquiries 
by March 2021, as a result of the ‘quick to click’ communication campaign and uptake 
of online services.  

 
5.2 Along with improving customer service, this will reduce operational costs and help 

achieve financial goals.  



  

 
5.3 Positive internal culture change driven by successful leadership to create a digitally 

enabled and skilled workforce.  
 

 
 
6.  Supporting Documents 
 
 Appendix 1 – Communication and Engagement Roadmap 
 
  

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



  

 



The roadmap below highlights communication and engagement activity completed and scheduled during October – December 2020.

Microsoft Office 365 Open Pilot 
Over 200 members of staff took part to test 

and provide feedback on the products to 

help the council’s ICT team address and 

resolve issues ahead of the wider roll out. 

M365 Mass Migration 
Roll out of M365 got underway within the Chief 

Executive’s business area and Health and Social 

Care. Launch supported by range of communication 

materials and channels, including network of Digital 

Transformers. Communications will continue 

throughout the full M365 implementation 

programme.  

Communications and Engagement activity

M365 Web Banners    
Customised web banners 

added to internal sites to 

maintain M365 awareness and 

provide real-time migration 

data. 

1

September 2020/ongoing

‘Quick to Click’ campaign 
Launched to promote the new 

website and access to digital 

services. Messaging also focussing 

on encouraging myaccount 

registrations.

September/October 2020 October 2020 October 2020

October 2020 -onwards October 2020 – ongoing

Digital Transformers 
‘Meet your Digital Transformer’ page 

created on myNL and dedicated 

email address promoted to help staff 

get the support they need during the 

M365 introduction. 

Online Staff Engagement  
Successful ongoing promotion of 

Yammer Enterprise. Monthly open 

conversations occurring with Executive 

team to share information and maintain 

staff contact. 

Website Content Migration 
Page information within new 

CMS complete and service 

editors in place to manage 

content over longer term. 

October 2020

Early Visibility Sessions
Held with key internal and 

external stakeholders to 

demonstrate new website and 

Customer Portal ahead of 

launch. 

Robotic Process Automation 
Internal/External communications 

shared to mark one year anniversary 

of the introduction of automated 

processes. Current and future 

development in this field also 

promoted.

November/December 2020

October 2020

Youth Engagement     
Building stronger youth engagement 

through informing and involving young 

people in the introduction and 

development of online, automated council 

services. 
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