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COMMITTEE is to be held via Webex on Wednesday, 18 November 2020 at 2:00 pm which you are 
requested to attend. 
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 AGENDA

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

(2) Presentations

 (a) PoW 83 - Customer Service Hub (CSH) Update and ‘Go Live’ Date - 4 November 2020
(page 5 - 10)
Submit report by, and receive presentation from, Head of Strategic Communications
providing an update on progress and work undertaken by Council  services and its
System Integrator, Agilisys, to reach the point where the Customer Service Hub (CSH)
and  website  were  launched  with  effect  from Wednesday  4  November  2020  (copy
herewith)

 (b) Performance - Business Solutions (page 11 - 30)
Submit report, and receive presentation, by the Head of Business Solutions reporting
on  the  work  of  Business  Solutions  to  ensure  the  sustainability  of  services  (copy
herewith)

(3) PoW - Risk Management - DigitalNL (page 31 - 40)
Submit  report  by  the  Head  of  Business  Solutions  highlighting  the  risk  management
arrangements  for  the  DigitalNL  Programme  and  considers  how  this  has  adapted  as  a
response to Covid-19 (copy herewith)

(4) DigitalNL Programme: Financial Monitoring Report 1 April to 18 September 2020 (Period 06)
(page 41 - 50)
Submit  report by the Head of Business Solutions providing an update on the Capital  and
Revenue  financial  monitoring  positions  of  the  DigitalNL  programme  and  highlighting  the
2020/21  provisional  outturn  position  and  resultant  variances  for  the  period  ended  18
September 2020 (Period 06) (copy herewith)

(5) PoW 003 - Benefits Management Approach (page 51 - 58)
Submit report by the Head of Business Solutions providing an update on the progress to date
of the Benefits Management Approach, an overview of the current position regarding benefits
realisation and details of the proposed next steps (copy herewith)

(6) DigitalNL Business Partnerships - Community Benefit Update and Proposed Recovery Plan:
Programme of Work P003.1 (page 59 - 68)
Submit report by the Head of Business Solutions recommending enhanced monitoring and
intervention by the DigitalNL Delivery Board to track progress and ensure prompt action where
evidence indicates  that  community  benefits  may not  be delivered  in  accordance with  the
Council’s expectations and requirements (copy herewith)
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(7) PoW  069    - DigitalNL Communications and Engagement Activity (page 69 - 80)
Submit  report  by the Head of  Business Solutions  contextualising  the capabilities  that  the
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 and 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 (copy herewith)

(8) DigitalNL Website and Digital Platform Resilience (page 81 - 86)
Submit report by the Head of Business Solutions providing an explanation of the high level
system design and build architecture, and associated availability arrangements in place, to
provide the desired level of resilience (copy herewith)

(9) 5G Enabled Immersive Experience Pod - Muirfield Community Facility (page 87 - 96)
Submit report by the Head of Business Solutions providing an update on work underway at a
site to be utilised to demonstrate the availability of 5G connectivity (copy herewith)

(10) Contracts Awarded Below Committee Approval Threshold (page 97 - 100)
Submit report by the Head of Asset and Procurement Solutions notifying the Committee of the
contracts  awarded between 1 July  2020 and 30 September 2020 with a value below the
financial threshold requiring Committee approval (copy herewith)

Page 4 of 100



North Lanarkshire Council 

Report 

Transformation and Digitisation Committee 
  

☒approval ☐noting Ref SP/JL Date 18/11/20 
 
 

PoW 83 - Customer Service Hub (CSH) Update and ‘Go Live’ Date 
– 4 November 2020 

 
 

  From  Head of Strategic Communication 

  Email  penmanste@northlan.gov.uk Telephone 07947 997750 

 

 

 

Executive Summary 

This report provides members with an update on progress and work undertaken by 
council services and our system integrator, Agilisys, to reach the point where the 
Customer Service Hub (CSH) and website were launched with effect from Wednesday 4 
November 2020.  
 
Following the detailed Service Sprint, Waste Solutions is the first service area to ‘Go Live’ 
with ‘Report it’ online forms and telephone enquiries being the initial functions to be 
stood-up. The ability to apply for further Waste Solutions’ services such as ‘Requesting a 
special uplift’ and other services are all due to be released by the end of November. This 
phased approach was introduced to ensure that staff new to their CSH responsibilities, 
alongside the remaining staff in Waste Solutions who continue to deal with Environmental 
and Pest Control enquiries, had sufficient capacity to cope with potential demand. 
 
The pace of activity in delivering further customer service areas via the CSH does not 
diminish in any way. Release One and Two Service Sprints are progressing to identify 
further service areas for migration to the CSH. In addition, the ongoing Communication 
Plan will continue to encourage increasing numbers of residents to create a personal 
MyAccount and make the switch to online self-serve. A separate presentation on the 
Communication Plan accompanies this report. 

Recommendations 

The Transformation and Digitisation Committee is requested to: 
 
1. Note the considerable progress made by council services and Agilisys in reaching the 

point at which the council was able to launch its new website and CSH on 4 
November 2020; 

2. Note that the Customer Service Hub telephone number will initially only be published 
on the Waste Solutions page of the website and will only be published on further 
service areas’ web pages as these migrate to the CSH; and  

3. Otherwise 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 

AGENDA ITEM 2A
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1. Background 
 
1.1. At its previous meeting on 2 September 2020 the Transformation and Digitisation 

Committee considered an update report on the development of the new Customer 
Service Hub (CSH) and website. In particular, members noted the design and build 
work underway by Agilisys on the Content Management System (CMS) and 
Customer Relationship Management (CRM) system - both of which are essential to 
provide increased customer functionality and improved ‘look, feel and ease of 
navigation’ available through the new website.  

 
1.2. Members noted that customer enquiry, application and payment functions within 

Waste Solutions would be the first service area to migrate to the CSH and the 
targeted ‘Go Live’ date for both the website and the CSH was 31 October 2020.  

 
 

2. Report 
 

CSH Development and On-Boarding 
 
2.1. In June this year the Policy and Strategy Committee considered a detailed report on 

the proposed development of the CSH (including a new council website) and agreed 
that operational responsibility should sit with the Head of Strategic Communication. 
Committee further approved the indicative CSH operating model and interim 
establishment structure and noted that Waste Solutions would be the first service 
area to migrate following the imminent completion of the Waste Service Sprint. This 
identified the potential to release customer enquiry, reporting, booking and payment 
requests to the CSH in line with the previously approved DigitalNL Transformation 
Programme.1 

 
2.2. Following on from this approval, a dedicated CSH Project Team, chaired by the Head 

of Strategic Communication and comprising representatives from Business Solutions; 
People and Organisational Development; Financial Solutions; and Housing Solutions 
(given this service area’s existing responsibility and experience in delivering the 
Housing Repairs Contact Centre and Supporting People Telephony Team), was 
established to manage the establishment of the CSH. A separate Transition Team, 
chaired by the Head of Regulatory Services and Waste Solutions and comprising 
Service representatives along with colleagues from People and Organisational 
Development, Finance and the CSH was also set up. This runs in parallel to enable 
effective and timeous communication with the CSH Project Team and ensure as 
smooth a migration of service responsibility as possible.  

 
2.3. The CSH Project Team made steady progress in preparing to launch the service from 

31 October 2020 - as approved by this Committee. During the course of transfer 
activity, including analysis of existing Waste, Environmental Services and Pest 
Control call volumes, it became apparent that the previously identified requirement 
for five CSH Representatives may not be sufficient and accordingly, the DigitalNL 
Delivery Board at its meeting on 3 September 2020, agreed that seven FTE CSH 
Representatives for Waste Solutions should be appointed. The Board further agreed, 

 

1
 In March 2019 the council approved a five-year digital transformation and investment programme that will 

fundamentally transform existing service delivery and in so doing, improve how the council connects with 
communities and businesses, while also helping to address increasing demand pressures and significant 
financial challenges referenced within our long-term financial plan. Redesigning the council’s website and 
creation of the CSH are pivotal to the Transformation Programme achieving projected digital savings and as such 
were included in the Year One Work Programme to derive maximum benefit going forward. 
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in consultation with the Head of Regulatory Services and Waste Solutions, that a 
service standard of 80% of calls answered in 5 minutes should achieve an 
appropriate balance between delivering a responsive customer service, whilst at the 
same time, encouraging people to switch to online. It was further noted that the target 
reduction in call volumes should be 40%.  
 

2.4. In reaching these decisions the Board was mindful that launching the website at 
exactly the same time as the CSH does not provide an opportunity for the CSH to 
benefit immediately from a reduction in call volumes due to self-serve. This reduction 
will happen over time as customers switch to online self-serve. The ‘It’s quicker to 
click’ marketing campaign, supported by direct engagement with community and 
voluntary organisations, will encourage increasing numbers of customers to make the 
transition to self-serve.  

 
2.5. Acknowledging the requirement to maintain operational delivery of Waste and 

Environmental Services’ call handling during the migration, coupled with the shift to 
reducing call volumes happening over time, the Board recognised that additional 
staffing may be required to support the launch of the CSH for a slightly extended 
period and contingency arrangements have been put in place by both Waste 
Solutions and the interim Customer Service Manager. 
 

2.6. In addition, a series of further measures to manage call volumes, were agreed 
between Business Solutions and Waste solutions including the following. 

 
2.6.1. Phased release of Waste Enquiries to CSH:  

o "Report it" – live from day one; 
o "Apply for it" – released in mid-November; 
o Final Waste services – will be switched over from 30/11/2020. 

 
2.6.2. "Apply for it" and final Waste requests will only be switched across if it is 

evident that seven FTEs have the capacity to cope. 
 

2.6.3. NLC staff availability to help customers create an online MyAccount. 
 

2.6.4. More proactive communications to customers alerting them that their bin or 
special uplift may not be collected due to unforeseen circumstances (eg bin 
lorry breakdown). 

 

2.6.5. Outgoing telephone messaging to advise customers that previously reported 
missed bin telephone calls are being investigated and they should present 
their bin for collection on the next scheduled date. 

 

2.6.6. Messaging encouraging customers who are waiting for the next available 
CSH Representative to visit the online portal on the new website in order to 
report their issue. 

 
Customer Relationship Management (CRM) System and Training 

 
2.7. During User Acceptance Testing (UAT) of the CRM it was highlighted that: 
 

a) 31 October fell on a Saturday and therefore Monday 2 November would be a 
more appropriate Go Live date; and subsequently, 
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b) Given that Monday is generally the busiest day in terms of volume of calls it may 
be prudent to push the launch date for the website and the CSH to the middle of 
the week. 

 
2.8.  As such, the CSH Project Team recommended a revised ‘Go Live’ date of 

Wednesday 4 November for both the website and the CSH and this was approved by 
the DigitalNL Delivery Board at its meeting on 29 October 2020. 

 
Training 

 
2.9. Training for CSH employees, in both the CRM system and customer care 

procedures, commenced w.b. 19 October 2020 and Business Solutions provided 
training on the end-to-end process on Monday 26 October 2020 to inform the final 
content and format of training for back office staff during the remainder of that week. 
Business Solutions have also confirmed that staff, who are experienced in using the 
CRM’s back office functionality, will be available to provide 1:1 training and support to 
depot-based staff once the system goes live. In addition, recordings of all system 
demonstrations delivered by Agilisys are available for future use and adopting a 
‘Train the Trainers’ approach will provide an in-service resource to support ongoing 
and future training requirements. 

 
2.10. CSH staff confirm that the CRM system is relatively easy and straightforward to use, 

and Talent and Organisational Development have made a substantial and highly 
valued commitment to successful delivery of the training programme. 

 
Website 

 
2.11. The new website was also at a state of readiness to ‘Go Live’ on 4 November 2020 

with significant work undertaken by services and Corporate Communications to 
review and update existing content and ensure consistency in terms of format, tone 
of voice and ease of understanding.  

 
Telephony 
 

2.12. The ultimate aim is to rationalise all existing council numbers to a single number, 
published on the website. In the first instance, however, this telephone number will 
only appear on the Waste website page. It will be added to further website pages as 
the service areas migrate to the CSH. Committee members may wish to note the 
number in the meantime. 

 
0345 143 0015. 

 
Communication Plan 

 
2.13. A separate presentation to this meeting describes the ‘It’s quicker to click’ 

communication plan designed to accompany the launch of the website and CSH. 
This will continue to be delivered over forthcoming months and will be accompanied 
by presentations to Community Boards and other voluntary organisations including 
VANL, Tenants and Residents Associations and special interest groups. 

 
 

3. Equality and Diversity 
 
3.1. Fairer Scotland Duty 
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3.1.1. A preliminary Fairer Scotland Duty assessment and equality impact assessment 
confirms that the establishment of the CSH and launch of the new website will not 
have a detrimental impact on individuals with protected characteristics or those who 
experience socio-economic disadvantage. Indeed, the launch of the CSH and 
increased functionality through the new website will help to mitigate the impact of 
limited access to services by enabling customers to request services online rather 
than requiring them to visit an office in person. 

 
3.1.2. There is the potential risk, however, that individuals who experience ‘Low wealth’ and 

‘Material deprivation’ may not be able to benefit fully through the advances in service 
delivery that are being made possible through new technologies. Moreover, in the 
absence of ‘live’ data and business intelligence, which will become available through 
the CSH, website analytics and BI Hub once operational, it is difficult to assess 
whether particular groups or those living in particular areas make less use of the 
online services and continue to experience disadvantage and discrimination. 
Accordingly, the Fairer Scotland Duty and equality impact assessments will both be 
kept under regular review by the CSH. 

    
3.2. Equality Impact Assessment  
 
3.2.1. As above. 
 

 
4. Implications 
 
4.1. Financial Impact  
 
4.1.1. The Waste Solutions Service Sprint identified potential full year DigitalNL savings of 

£578,078. These identified savings will be used to offset the recurring Customer 
Service Hub costs (net of 5% turnover savings) with the residual savings contributing 
to the overall DigitalNL saving.  

 
4.2. HR/Policy/Legislative Impact 
  
4.2.1. There are no HR, policy or legislative impacts which require to be considered at this 

time.  
 
4.3. Environmental Impact 
  
4.3.1. There are no environment impacts arising from this report. 

 
4.4. Risk Impact  
 
4.4.1. The CSH Project Team’s Risk Register, which comprises 11 live risks, is reviewed 

regularly and considered at fortnightly meetings of the DigitalNL Projects Board. The 
highest scoring risks were linked to recruitment and launch of the new website not 
being achieved by the target date; efficiency savings not being generated at the 
levels outlined in the DigitalNL Business Case; and poor-quality customer service. 
Overall, however, the establishment of the CSH and website is considered to be Low 
to Moderate risk given that the council has the capacity and control to effect 
successful delivery with limited reliance on external factors.  
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5. Measures of success 
 
5.1. That members of the Committee have sufficient information and assurance of work 

undertaken to establish the CSH and website to enable both to go live with effect 
from 4 November 2020.   

 
 

6. Supporting documents 
 
6.1 None 

 
 

 
 
 
Head of Strategic Communication 
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North Lanarkshire Council 
Report 

Transformation and Digitisation Committee 
  

☐approval ☒noting Ref LJ/SL Date 18/11/20 
 
 

Performance - Business Solutions 
 
 

  From  Katrina Hassell, Head of Business Solutions 

  Email  HassellK@northlan.gov.uk Telephone 07903 096 121 

 

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.   

AGENDA ITEM 2B
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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 
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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 
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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 
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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 

Page 15 of 100



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.   
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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 
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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
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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.
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Key to RAG status
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North Lanarkshire Council 

Draft Report 

Transformation and Digitisation Committee 
  

☐approval ☒noting Ref KH/LJ Date 18/11/20 
 
 

PoW 3.1 – Risk Management - DigitalNL  
 
 

  From  Katrina Hassell, Head of Business Solutions 

  Email  hassellk@northlan.gov.uk Telephone 07903 096121 

 

 

 

Executive Summary 

This report highlights the risk management arrangements for the DigitalNL Programme 
including progress with reviewing, assessing and managing risks from Detailed Design 
Phase to current strategic delivery. 
 
The report also considers how the DigitalNL Programme has been adapted as the council 
responds to COVID-19 and the resulting impacts on the programme risks. 
 
The current Top 5 risks, the mitigations and controls in place are also detailed within the 
report. 
 

Recommendations 

It is recommended that members of the Transformation and Digitisation Committee: 
 

(a) Note the current status of risks identified as key risks for 2020-21 for the DigitalNL 
Programme. 

(b) Note the progress to date with risk management requirements as the DigitalNL 
Programme moves into build and implementation phases. 

(c) Endorse the next steps outlined within the report to continue to improve the 
governance for the risk management requirements. 

(d) Otherwise note the content of the report. 
 

The Plan for North Lanarkshire 

Priority  All priorities 
 

Ambition 
statement 

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

 (19) Improve engagement with communities and develop their 
capacity to help themselves. 

 (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 

AGENDA ITEM 3
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1. Background 
 

1.1 Successful management of existing and emerging risks is critical to the long-term 
success of the DigitalNL Programme and the achievement of the council’s vision as 
stated in The Plan for North Lanarkshire and the supporting Programme of Work.   
 

1.2 As part of the DigitalNL - Detailed Design Stage (April 2019) a Risk Management 
Strategy was prepared to establish and maintain a systematic approach to the 
identification and management of risks within the DigitalNL Programme.  The main 
objectives of this strategy were to: 
 

- Ensure that risk management was clearly and consistently integrated and 
evidenced in the culture of the programme. 

- Anticipate and respond to changing social, environmental and legislative 
requirements. 

- Raise awareness of the need for risk management by all those connected with 
project and programme delivery. 
 

1.3 Fourteen risk categories were identified during the Detailed Design Stage (outlined in 
Appendix One) to classify risks into appropriate categories.  The Risk Register for 
Year One of the programme was based on these categories as the programme 
moved from Detailed Design and the Full Business Case phase to Phase 2 - Service 
Redesign.    

 
2. Report    
 

DigitalNL Risk Management Framework 
 

2.1  In line with the requirements of the council’s Risk Management Strategy and 
Programme Management Framework, risks associated with the DigitalNL 
Programme are reviewed on an annual basis. 
 

2.2 The refresh of the Programme risks, led by the DigitalNL Project Board, took place at 
the end of January 2020.  This annual review/refresh exercise resulted in a number 
of proposed changes to the Risk Register. 

 

• The format of the Risk Register was revised, and a simpler format introduced. 

• Risk Appetite was included as a category following a Best Practice Workshop 
facilitated by audit body Scott Moncrieff. 

• Risk categories and controls were reviewed and updated. 

• Similar type category entries, at project level, were rolled-up to programme 
level to remove potential duplication. 

• Governance arrangements were reviewed, and a four-weekly specialist risk 
management meeting was introduced as part of the Project Board oversight 
arrangements. 
 

2.2 The review resulted in 9 risk categories being identified for the Risk Register in 
2020/21 details of which are attached at Appendix Two.  The risk appetite for each is 
also provided. 

 
2.3 The updated Risk Register and governance proposals were approved at the Delivery 

Board in March 2020. 
 
2.4 In April 2020, an additional risk was added (R72) – Unprecedented external factors 

and impacts associated with Covid19.  This is in line with the new corporate risk 
which was added to the Corporate Risk Register in March 2020 which addresses 

high level risks in relation to the council’s emergency response to the pandemic. 
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2.5 This brought the total number of current key risks on the DigitalNL Programme risk 
register to 26.  Details of the number of risks in each of the categories (Red, Amber, 
Green) before and after applying mitigation controls are detailed below. 

  
Gross Risk  
 

Risks  Residual Risk Risks 

Red 
 

9  Red 4 

Amber 16  Amber 
 

12 

Green 1  Green 10 
 

  
 
2.5 Deep dive risk assessments for new or amended risks have been carried out.  

Finalised risks are subject to ongoing monitoring and review, with review frequencies 
determined by the assessed residual risk rating, unless there is a significant change 
in the internal or external environment which suggests risks should be reviewed more 
often.  The current pandemic is representative of the type of event requiring a more 
frequent review of the programme risks and was in this instance essential due to the 
increased requirement for technology solutions and service redesign during the 
council’s emergency response phase and recovery planning requirements. 

 
2.6 Appendix Three outlines the current Top 5 Risks within the programme and the 

controls in place to mitigate such. 
 
2.7 Next Steps  

 
 With risk management for the DigitalNL Programme continuing to mature being 

considered alongside high levels of remaining uncertainty regarding the 
requirement for the DigitalNL Programme and Business Solutions to support 
service recovery, several further actions are planned.   

  

• Risks will be prioritised in line with the Corporate Risk Register as Level 1, 2 or 3 
which will determine the frequency for review. 

• Risk Trend will be applied – new or increasing risk; no change to risk or declining 
risk. 

• A self-evaluation of the risk arrangements will take place in December 2020 to 
assist with the annual review/refresh process for 2021/22. 

 
 

 

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. 
  
3.2 Equality Impact Assessment 
 
 There are no requirements for an equality impact assessment arising from this report.

   
 

 

4. Implications 
 
4.1 Financial Impact 
 
  This report has no financial impact. 
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4.2 HR/Policy/Legislative Impact 
 
 There are no HR/Policy/Legislative implications. 
   
4.3 Environmental Impact 
 
 There are no Environmental impacts. 
  
4.4 Risk Impact 
 
 This report provides details of the risk management arrangements for the DigitalNL 

Programme. 
 

 
 

5. Measures of success 
 
5.1 Effective and efficient management of the Risk Register for the DigitalNL programme, 

mitigating risks to ensure delivery on time and within budget. 
 

 
 

6. Supporting documents 
 
6.1 Appendix One – Detailed Design Phase Risk Categories 

Appendix Two – Risk Category and Risk Appetite 
Appendix Three – DigitalNL Top 5 Risks   

 
 
 

 
 
Head of Business Solutions 
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          Appendix One 

Definition of Risk Categories – Detailed Design Stage 

Category 
No 

Type of Risk Risk Description 

1. Operational Risks of loss due to improper process implementation, 
failed system or some external events risks. Examples 
can be Failure to address priority conflicts, Insufficient 
resources or No proper subject training etc.  

2. Schedule Project schedule slippage when project tasks and 
schedule release risks are not addressed properly. 
Schedule risks mainly effect on project and finally on 
company economy and may lead to project failure.  

3. Budget Wrong budget estimation or Project scope 
expansion leads to Budget / Cost Risk.  Is the project 
running to budget and within tolerance? Are there any 
exceptional costs which were not forecast? This risk 
may lead to either a delay in the delivery of the project 
or sometimes even an incomplete closure of the 
project.  

4. Business Non-availability of contracts or purchase order at the 
start of the project or delay in receiving proper inputs 
from the customer or business analyst may lead to 
business risks.  

5. Technical 
Environment 

These are the risks related to the environment under 
which both the client and the customer work. For 
example, constantly changing development or 
production or testing environment can lead to this risk.  

6. Information Security The risks related to the security of information like 
confidentiality or integrity of customer’s personal / 
business data. The Access rights / privileges failure will 
lead to leakage of confidential data.  

7. Programmatic The external risks beyond the operational limits. These 
are outside the control of the program. These external 
events can be Running out of fund or Changing 
customer product strategy and priority or Government 
rule changes etc.  

8. Infrastructure Improper planning of infrastructure / resources may lead 
to risks related to slow network connectivity or complete 
failure of connectivity at both the client and the 
customer sites. So, it is important to do proper planning 
of infrastructure for the efficient development of a 
project 

9. Quality and Process a) Incorrect application of process tailoring and 
deviation guidelines  

b) New employees allocated to the project not 
trained in the quality processes and procedures 
adopted by the organization  

10. Resource  This risk depends on factors like Schedule, Staff, 
Budget and Facilities. Improper management of any of 
these factors leads to resource risk.  

11. Supplier This type of risk may occur when some third-party 
supplier is involved in the development of the project. 
This risk occurs due to the uncertain or inadequate 
capability of supplier 

12. Technology It is related to the complete change in technology or 
introduction of a new technology 

Page 35 of 100



Category 
No 

Type of Risk Risk Description 

13. Technical and 
Architectural 

These types of risks generally lead to failure of 
functionality and performance. It addresses the 
hardware and software tools & supporting equipment 
used in the project. The risk for this category may be 
due to — Capacity, Suitability, Usability, Familiarity, 
Reliability, System Support and deliverability.  

14. Programme 
Management 

This risk is related to following attributes:  
• Project Planning  

• Project Organisation  

• Management Experience & Program Interfaces  

• Delay in getting approval for some of the work 
products from the customer or more 
requirement changes  
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          Appendix Two 

 

Risk Category and Risk Appetite  

 Risk Category 
 

Averse Minimalist Cautious Open Hungry 

1. Financial 
 

     

2. Planning/Scheduling 
 

     

3. Benefits Realisation 
 

     

4. Cultural Change 
 

     

5. Resources 
 

     

6. Governance/Leadership 
 

     

7. Communication and 
Engagement 
 

     

8. Partner/Supplier 
 

     

9. Political/Legislative 
 

     

 Following January 2020 Review 

 

Classification 
 

Description 

Averse Avoidance of risk and uncertainty is a key organisational 
objective. 

Minimalist 

 

Preference for ultra-safe business delivery options that have a 
low degree of residual risk and may only have limited potential for 
reward. 

Cautious Preference for safe delivery options that have a low degree of 
residual risk and may only have limited potential for reward. 

Open 

 

Willing to consider all potential delivery options and choose the 
one that is most likely to result in successful delivery while also 
providing an acceptable level of reward (and value for money). 

Hungry Eager to be innovative and to choose options offering potentially 
higher business rewards, despite greater inherent risk. 
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DigitalNL Programme - Top 5 Risks as at October 2020   Appendix Three 

 

Risk 

No. 

Risk 

Category 
Risk Description  Mitigating Actions & Controls  

Probability Impact  

Risk Score 

(Post 

Mitigation)  

Risk  

Status  

R16 
Planning / 

Scheduling 

Failure to deliver 

the programme to 

estimated 

timescales due to 

the scale, size and 

complexity of the 

programme or 

because of the 

level of investment 

required 

Any instance when additional 

resource has been required to ensure 

programme stays on track has been 

approved by the DigitalNL Delivery 

Board and DigitalNL Projects Board. 

Programme.  The Project Status is 

regularly reported to DNL Delivery 

Board and DNL Projects Board to 

ensure that any deviations to planned 

timescales are known as early as 

possible, formally recorded and there 

is an appropriate forum for decision 

making in place should there be any 

impact to timescales. 

Restructure addresses future 

requirements within the available 

budget envelope. 

Investment Profile approved at Policy 

and Strategy Committee on 1/10/20. 

4 4 
16 

Red 

Open 

Amber 

R64 Resources 

There are possible 

single points of 

failure within 

specialist teams 

due to resource 

limitations, causing 

potential delays to 

the delivery of the 

programme.  

Resourcing workshops held, staff 

identified and resourced to specific 

workstreams 

Restructure provided clarification of 

roles & responsibilities with workforce 

development opportunities 

Escalation process available to 

management teams  

Reprioritise where possible or report 

on any impact to programme 

Investigate where Services can 

provide additional resource 

4 4 
16 

Red 

Open 

Amber 

R72 
Planning/ 

Scheduling 

With the 

unprecedented 

external factors 

and impacts 

associated with 

COVID-19 there is 

a risk of potential 

delays to the 

programme 

timeline due to 

resource 

availabilities, 

communication 

methods, available 

technology 

environments and 

changing priorities. 

Recovery Group set up to identify 

priority services and determine 

release plan post COVID 

Work in line with organisation 

directives, priorities and 

communication guidance 

Ensure staff have the capabilities to 

continue working from home or office 

and communicate as teams to 

progress activities for as long as 

possible 

 

4 4 
16 

Red  

Open 

Amber 
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R78 Political 

Changes to 

National or Local 

Legislation, Policy 

or Political 

Landscape during 

the duration of the 

programme could 

impact the 

programme scope, 

deliverables or 

timeline. 

Evaluate policy or legislation changes 

to determine the impact on 

programme, services and the future 

business model 

Engage senior stakeholders from all 

services at a leadership level to 

facilitate alignment with any policy or 

legislation changes 

Adopt robust benefits tracking and risk 

management during programme to 

monitor and respond to policy or 

legislation changes 

 

4 4 
16 

Red 

Open 

Amber 

R80 

Benefits 

Realisation - 

Financial 

Programme 

Benefits are not 

ringfenced and are 

open to threats 

from new / other 

programmes within 

organisation 

 Mechanisms in place to review and 

measure benefits that have been 

captured and emerging benefits from 

other programmes. Benefits tracker 

presented at SRO and DNL Delivery 

Board 

Benefits now more visible and 

differentiates DNL and Service 

savings. 

Escalation route agreed through DNL 

Delivery Board. 

 

3 4 
12 

Red/Amber 

Open 

Amber 
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North Lanarkshire Council 

Report 

Transformation and Digitisation Committee 
  

☐approval ☒noting Ref KH/GMcE Date 18/11/20 
 
 

DigitalNL Programme: Financial Monitoring Report 1 April to 18 
September 2020 (Period 06) 

 
 

From Head of Business Solutions 

Email
  

hassellk@northlan.gov.uk Telephone 07903 096121 

 

 

 

 

  

Executive Summary 
 
The purpose of this report is to provide an update on the Capital and Revenue financial 
monitoring positions of the DigitalNL programme, highlighting the 2020/21 provisional 
outturn position and resultant variances for the period ended 18 September 2020 (Period 
06). 
 
DigitalNL has a total capital budget of £6.406m for the current financial year, with all work 
streams contained within the Composite Programme of the Business Solutions Division.  
The capital element of the DigitalNL Programme is forecasting a break-even position at 
this stage of the financial year. 
 
In addition, DigitalNL is anticipating utilising £5.279m of the Digitisation revenue reserve in 
the current financial year leaving an estimated carry forward of £0.480m into 2021/22. 
 

Recommendations 
 
It is recommended that the Transformation and Digitisation Committee: 
 

1) Note the 2020/21 financial performance of the Revenue and Capital budgets of the 
DigitalNL programme 

2) Note the differential in profiled capital spend versus resources per paragraph 2.2.1 
3) Note the considerations stated per paragraph 2.4 

 

The Plan for North Lanarkshire 

Priority  Enhance participation, capacity, and empowerment across our 
communities 

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

AGENDA ITEM 4
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1. Background 
 
1.1 Financial year 2020/21 is the third year of the 5-year capital programme.  The Chief 

Executive Service Composite Capital Programme of £7.923m was approved by the 
Policy and Strategy Committee on 19 March 2020.  As reported to the Transformation 
and Digitisation Committee on 2 September 2020, the programme was further 
increased by £1.063m, resulting in a revised Composite Capital Programme of 
£8.986m. 
 

1.2 Included within the revised Composite Capital Programme of £8.986m are resources 
of £6.406m which relate to DigitalNL.  Appendix 1 illustrates the approved budget 
movements of £3.906m regarding the programme, with such arising from re-profiling 
of Digitisation, 2019/20 carry forwards and reductions arising from consideration, at 
the meeting of the Strategic Capital Delivery Group (SCDG) on 15 July 2020, of the 
Head of Financial Solutions “Capital Budget Review 20/21 to 22/23” report.  

 
1.3 In line with the Council’s planning arrangements, £9.900m was set aside within 

reserves to support the revenue investment for the programme.  In the previous 
financial year £4.141m of the Digitisation reserve was utilised leaving £5.759m 
available to fund further revenue investment of the programme. 
 

1.4 At the meeting of the Policy and Strategy Committee on 1 October 2020 the 
“PoW003.1 DigitalNL Transformation: Updated Investment Profile” report, submitted 
by the Head of Business Solutions, was approved.  This report outlined the revised 
investment and revenue cost profile required to deliver the programme. 

 
 

2. Report 
 

2.1 The DigitalNL Programme is funded from a combination of Capital and Revenue 
resources.  Further details in relation to the financial performance of each funding 
stream is summarised below. 

 
2.2 Capital  

 

2.2.1 As outlined in paragraph 1.2 above and Appendix 1 to this report, the 2020/21 
programme has a total capital budget of £6.406m.  The capital element of the DigitalNL 
Programme is forecasting a break-even position at this stage of the financial year.  In 
recent weeks a full review of the DigitalNL programme was completed to identify the 
current operational and financial position of the programme.  Approvals of the revised 
capital investment profile at the meeting of the Policy and Strategy Committee on 1 
October 2020 demonstrate that, of the SCDG approved £6.406m budget for DigitalNL 
in the current financial year, the composition of the budget in Table 1 is as follows: 
 

Category of Spend SCDG 15th July Re-Stated Change + / - 

Legal £6,405,798 £4,234,817 (£2,170,981) 

Essential £Nil £2,170,981 £2,170,981 

TOTAL £6,405,798 £6,405,798 £Nil 

Table 1 
 

2.2.2 In addition the report also demonstrated that the profiled spend for the current year is 
estimated at £5.995m, so in recognising the forecast break-even position outlined in 
Appendix 2, £0.411m of approved resources are presently held in contingency to 
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satisfy unforeseen areas of work streams associated with the current programme.  This 
position will be continually monitored in line with the completion of technological and 
service redesign work packages to mitigate the risk of currently unknown items 
presenting themselves on discovery.  Furthermore, ongoing monitoring will take 
account of the impact which prioritising Council recovery activity may have on planned 
work packages and costings. Further updates will be provided to the SCDG, DigitalNL 
Delivery Board and Committee accordingly. 
 

2.2.3 Whilst paragraph 1.2 above references SCDG consideration and approval of the Head 
of Financial Solutions Capital Budget Review 20/21 to 22/23 report, Members should 
note new capital bids regarding DigitalNL beyond financial year 2020-21 will be 
required, with separate bids to satisfy future year requirements sought through and 
reported to the SCDG as appropriate.   
 

2.2.4 The need for additional resources will continue to be monitored and reported to the 
SCDG as necessary, along with any necessary bid for additional resources.  In 
addition, the current spending profile for DigitalNL will continue to be reviewed and 
reported to the SCDG and this committee on a cyclical basis.  As at Period 06; the 
current 5-year projection regarding the estimated capital requirement for DigitalNL, is 
currently £14.621m as reported to Policy and Strategy Committee on 1 October 2020. 
 

2.3 Revenue 
 

2.3.1 As outlined in paragraph 1.3 above £9.900m of one-off reserves has been earmarked 
for the revenue investment of Digitisation.  Following closure of the 2019/20 financial 
year the utilisation of the Digitisation revenue reserve was £4.141m (£3.314m 
DigitalNL & £0.827m ICT Legacy).  The carried forward balance of £5.759m has been 
ear marked to support further revenue investment requirements of the programme.  
 

2.3.2 The expenditure in relation to the budget for the DigitalNL programme of £5.759m, is 
projected to be on budget at the financial year end, with revenue investment of 
£3.762m and recurring revenue costs of £1.517m anticipated respectively. This 
position will continue to be closely monitored with updates provided as appropriate to 
committee. The subjective breakdown of this out-turn is detailed in Appendix 3. 
 

2.3.3 As highlighted in the recent report to the Policy & Strategy Committee, the additional 
recurring revenue costs of £1.517m relate to new licence, support and maintenance 
requirements falling due for payment in the current year. 
 

2.3.4 Phasing of recurring revenue items with regards to new technology solutions and 
organisation utilisation is key to ensure all licence, support and maintenance contracts 
are aligned with the programme.  Further work is ongoing to ascertain fully the recurring 
revenue requirement and its composition. 
 

2.3.5 At present the recurring revenue requirement for new technology solutions at the end 
of the investment phase of the programme is estimated at £2.981m.  When comparing 
to the Full Business Case approved by Committee in March 2019 of £1.826m this 
indicates an uplift of recurring revenue costs on FBC of £1.155m.  This relates primarily 
to revised estimates for Microsoft Azure consumption costs, one of the three 
fundamental technology components/ solutions resulting from DigitalNL initiatives, with 
the other two being Microsoft Dynamics (DigitalNL Platform Functionality) and Office 
365 (Digital Workplace). 
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2.4 Other Considerations 
 

2.4.1 The approved profile of the DigitalNL programme is contained within Appendix 4 of this 
report.  The Committee is asked to note this position as the basis for future budget 
monitoring reports 
 

2.4.2 Other significant elements such as Business and System Integrator estimates for 
associated work-streams are continually being considered in establishing more up to 
date cost estimates and funding requirements associated.  Similar reviews are also 
being conducted in relation to NLC delivery resources. 
 

2.4.3 In the current financial year DigitalNL savings totalling £1.143m are included within 
approved budgets.  These values pre-date the appointment of the Systems Integrator 
and are largely reflective of the high-level release plan and associated estimates 
contained within the original FBC. With delays encountered in mobilising the System 
Integrator and further delays arising from redeploying resources to support the 
pandemic, work is currently underway to establish the value achievable from service 
re-design activity undertaken this year. The current year expectation presently 
indicates a value of £0.200m may be achievable. 
 

2.4.4 Further updates will be provided to the DigitalNL Delivery Board and Committee 
following completion of this review.  

 
 

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 Equality Impact Assessments to note. 
 

 
4. Implications 
 
4.1 Financial Impact 

 
4.1.1 All financial implications are outlined in Section 2 of this report.  The DigitalNL 

programme aims to operate within Committee approved funding levels for the duration 
of the programme. 
 

4.1.2 The programme recognises the financial risks, as outlined within the Financial Funding 
Model, and will endeavour to ensure that any material variation is reported, where 
appropriate, to the DigitalNL Delivery Board and Committee in addition to the 
implementation of robust management action in relation to emerging areas and issues 
identified.  

 
4.2 HR/Policy/Legislative Impacts 

 
4.2.1 There were no specific HR/Policy/Legislative Impacts. 
 
4.3 Environmental Impact 

 
4.3.1 There were no specific environmental impacts. 
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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 manage these as part of their 
overall corporate and service planning processes. 
 

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 programme, from a financial perspective, will be measured against the approved 

profile as outlined in appendix 4 of this report. 
 

 
6. Supporting Documents 

 
6.1 Policy and Strategy Committee 

PoW003.1 DigitalNL Transformation: Updated Investment Profile 
https://mars.northlanarkshire.gov.uk/egenda/images/att94648.pdf  
 

6.2 Appendix 1: Capital - Programme Budget Movements 
Appendix 2: Capital - Summary Capital Expenditure 
Appendix 3: Revenue – Subjective Analysis 
Appendix 4: DigitalNL Updated Profile 
 

 
 
 
 
 

 
 
Head of Business Solutions 
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Business Solutions Capital Programme 2020/21 Appendix 1

DigitalNL Programme  -  Budget Movements 2020/21

Period 6 ( 1 April - 18 September 2020 ) £ £

Total Approved Budget 2020/21 2,500,000

Adjustments Approved in Previous Years 4,521,283

Impact of 2019/20 Carry Forward 880,623

Amounts Approved by SCDG 2020/21 (1,496,108)

Additional Resources 0

Total Approved Movements 3,905,798

Approved Revised Budget 6,405,798

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

(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 6,405,798

Composite Programme Budget

Page 46 of 100



 

 

 

  

Business Solutions Capital Programme 2020/21 Appendix 2

DigitalNL Programme - Summary Expenditure

Period 6 ( 1 April - 18 September 2020 )

Programme Work Packages Budget Adjustments

Adjusted 

Budget

£

Actual 

£

Committed

£

Uncommitted

£

Projected 

Outturn

£

Outturn 

variance 

£

DigitalNL Programme

Unavoidable

N/A 0 0 0 0 0 0 0 0

0 0 0 0 0 0 0 0

Key Ambition

DigitalNL Programme 6,405,798 (840,918) 5,564,880 0 3,393,880 2,171,000 5,564,880 0

M4 Productivity Improve (Rollout) 0 28,545 28,545 28,545 28,545 0 28,545 0

M16 Digital Platform (Build) 0 36,190 36,190 36,190 36,190 0 36,190 0

S2 Cloud Migration 0 197,207 197,207 197,207 197,207 0 197,207 0

S3 M365 Migration 0 261,605 261,605 261,605 261,605 0 261,605 0

S4 Digital Platform 0 273,892 273,892 273,892 273,892 0 273,892 0

S6.1 BI Hub Phase 1 Proof of Concept 0 43,479 43,479 43,479 43,479 0 43,479 0

6,405,798 0 6,405,798 840,918 4,234,798 2,171,000 6,405,798 0

External Funding

N/A 0 0 0 0 0 0 0 0

0 0 0 0 0 0 0 0

TOTAL DigitalNL Programme 6,405,798 0 6,405,798 840,918 4,234,798 2,171,000 6,405,798 0

YTD OUTTURN
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Appendix 3

North Lanarkshire Council

Revenue Budget Monitoring Report - Subjective Analysis

1 April 2020 - 18 September 2020

Business Solutions - DigitalNL Programme

CATEGORY BUDGET ACTUAL YEAR TO DATE ANNUAL PROJECTED PROJECTED OUTTURN ANALYSIS

TO DATE TO DATE VARIANCE BUDGET OUTTURN VARIANCE %

£ £ £

EMPLOYEE COSTS 372,025 165,226 206,799 FAV 451,352 451,352 0 0.0% 0 DigitalNL Team

PROPERTY COSTS 169 169 0 169 169 0 0.0% 0 Project incidentals

SUPPLIES & SERVICES 390,208 390,208 0 1,516,754 1,516,754 0 0.0% 0 DigitalNL new technology solutions licence, support and 

maintenance costs plus project incidentals

TRANSPORT & PLANT 57 57 0 57 57 0 0.0% 0 Project incidentals

ADMINISTRATION COSTS 397,429 397,429 0 3,309,999 3,309,999 0 0.0% 0 Programme costs re Business Integrator (BI) and Systems 

Integrator (SI)

PAYMENTS TO OTHER BODIES 0 0 0 0 0 0 0.0% 0

    

TRANSFER PAYMENTS 0 0 0 0 0 0 0.0% 0

CAPITAL FINANCING COSTS 0 0 0 0 0 0 0.0% 0

OTHER EXPENDITURE 0 0 0 0 0 0 0.0% 0

TOTAL EXPENDITURE 1,159,888 953,089 206,799 FAV 5,278,331 5,278,331 0 0.0% 0 Total Programme Costs

INCOME 0 0 0 5,278,331 5,278,331 0 0.0% 0 Utilisation of Digitisation Reserve

NET EXPENDITURE 1,159,888 953,089 206,799 FAV 0 0 0 0.0% 0 As stated above

 

PERIOD 

MOVEMENT
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Appendix 4 – DigitalNL Updated Investment Model 

 

 

 

 

 

 

 

 

 

Actual

DigitalNL Programme Yr1 - 19/20 Yr2 - 20/21 Yr3 - 21/22 Yr4 - 22/23 Yr5 - 23/24

[ Capital Position ] £m £m £m £m £m

INVESTMENT

Capital 2.798 5.995 5.328 0.500 0.000

Total Estimated Capital Investment £14.621m

Per Full Business Case (Restated) £16.800m

Updated Forecast

Actual

DigitalNL Programme Yr1 - 19/20 Yr2 - 20/21 Yr3 - 21/22 Yr4 - 22/23 Yr5 - 23/24

[ Revenue Position ] £m £m £m £m £m

INVESTMENT

Opening Reserve Balance 9.900 5.759 0.480 0.000 0.000

Revenue -3.217 -3.762 -2.327 0.000 0.000

Reserve Balance / (Gap) 6.683 1.997 -1.846 0.000 0.000

RECURRING

Revenue Recurring Budget per MTFP 0.000 0.000 1.826 2.708 2.728

Revenue Recurring Costs -1.149 -1.517 -2.259 -2.981 -2.981

Budget Surplus / (Deficit) -1.149 -1.517 -0.433 -0.273 -0.253

Contributions Received / Required 0.225 0.000 2.279 0.273 0.253

Closing Reserve Balance 5.759 0.480 0.000 0.000 0.000

Total Estimated Revenue Investment £9.306m

Per Full Business Case (Restated) £12.000m

Total Estimated Revenue Recurring Costs £2.981m

Per Full Business Case £1.826m

Updated Forecast
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North Lanarkshire Council 

Report 

Transformation & Digitisation Committee 
  

☒approval ☒noting Ref KH/LJ/JG Date 18/11/20 
 
 

PoW 003 - Benefits Management Approach 
 
 

  From  Katrina Hassell, Head of Business Solutions 

  Email  hassellk@northlan.gov.uk Telephone 01698 302235 

 

 
 

Executive Summary 

The Programme of Work item P003 - DigitalNL Transformation Programme was approved at Policy & 
Strategy Committee March 2019.  The report recognised the programme presented a significant 
opportunity for the council to use technological advancement such as ultra-fast broadband, artificial 
intelligence and next generation smart devices to redesign services around the needs of our 
communities and businesses.  To be successful, there is a need for service and organisational change 
to be collaborative, with all functions actively engaging with key stakeholders ensuring revised service 
models meet the needs of North Lanarkshire.   
 
Benefits emerging from these revised models will be managed via an agreed benefits management 
approach, enabling the council to accurately track all non-financial and financial benefits identified 
during the service redesign to live phase.  Business Solutions has designed a framework and suite of 
documents to define the council’s approach and this was presented and approved at the DigitalNL 
Delivery Board of 27 February 2020.  There is an opportunity to utilise this agreed approach across all 
business change programmes. 
 
Used together with engagement of our key stakeholders, the approach will ensure the council delivers 
the most value from the investment against strategic priorities and will ensure the council will know the 
planned change has happened, is fully sustainable and benefits are realised.   
 
This report provides: 

• An update on the progress to date of the Benefits Management Approach 

• Provides an overview of the current position regarding benefits realisation 

• Illustrates the next steps 
 

 
Recommendations 
 
It is recommended that Committee: 
 
(1) Note the Benefits Management Approach approved at the DigitalNL Delivery Board in February 

2020 
(2) Note the current position regarding benefits realisation 
(3) Approve the next steps detailed in the report 
 

The Plan for North Lanarkshire 
 
 
 

Priority  All priorities 
 

Ambition 
statement 

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

 (21) Continue to identify and access opportunities to leverage additional 
resources to support our ambitions 

AGENDA ITEM 5
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1. Background 
 
1.1 The approach to benefits management and associated documentation, including the benefits 

tracker outline modelling was approved at the DigitalNL Delivery Board on 27 February 2020. 
The approach was designed to ensure benefit realisation drives all activities and decision-
making, ensuring the council delivers the most value from the investment against strategic 
priorities. 
 

1.2 At the Senior Responsible Officer (SRO) meeting of 28 May 2020, the meeting noted the 

progress to date and current position regarding benefits realisation whilst agreeing all savings 

as a result of the DigitalNL Programme redesign be attributed to DigitalNL savings.  Members 

also approved the review of governance arrangements for the programme and monthly 

Benefits Management meetings were implemented to discuss progress to date and any issues 

arising.  Furthermore, robust reporting arrangements were put in place to ensure relevant 

Boards, Committees and Stakeholders regularly receive updates. 

 

1.3 To further progress the benefits approach, the following work continued and was approved at 
the Delivery Board 3 September 2020:  

 

• The development of reporting formats 

• A plan to revisit the year 2 benefits against the current planned sprints 

• Consideration of the service redesign outputs from the Recovery Group and how they 
may impact on the phasing of the DigitalNL programme of work 

  
 

 
2. Report 
 
2.1 Progress 

To inform the design and delivery of the council’s future state with benefits at its core, 
Business Solutions redesigned the benefits management approach during the early part of 

2020 ensuring the approach would: 

➢ Be as straightforward and as easy to understand as possible to ensure adherence to 

processes 

➢ Allow tracking and assessment of all identified benefits as part of the future state design 

➢ Form a key facet of programme planning to ensure that a focus on benefits drives all 

activities and decision-making 

➢ Assign ownership of benefits to ensure there is always a responsible person accountable 

for successful delivery 

➢ Include robust reporting arrangements to ensure the relevant Boards and Committees 

receive an update regularly 

2.1.1 During the redesign Business Solutions identified four primary areas of impact with benefits 

categorised as both non-financial and financial and the table below shows how these areas 

link to a sample of the ambition statements and ultimately The Plan for North Lanarkshire. 

Primary 
Area 

Explanation 

Im
p

a
c
t 

Ambition Statement 

Financial Saving money or reducing 
expenditure 

21 Continue to identify and access 
opportunities to leverage additional 
resources to support our ambitions 

Process Improving efficiency and 
promoting channel shift 

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

 (24) Review and design services around people, communities, and shared 
resources 
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Customer Enhancing user experience 
and satisfaction 

19 Improve engagement with 
communities and develop their 
capacity to help themselves 

Employee Investing in employees by 
providing training, tools and 
support 

25 Build a workforce for the future 
capable of delivering on our priorities 
and shared ambition 

 

2.1.2 There are 6 stages within the Benefits Management Approach and to progress through these 

stages there are several dependencies associated with shared responsibility between all 

stakeholders.

 

 

 Stage 1 - Defines the Success of the programme and is dependent on all Services striving 

to achieve the shared ambition of The Plan for North Lanarkshire 

Stage 2 - Identifies and Quantifies opportunities gathered by the Business Change Team via 

opportunity workshops/HOS 1:1s and playback sessions and is dependent on participation of 

all Services actively engaging 

Stage 3 - Values and Appraises the opportunities to model the benefits in the Full Business 

Case as baselines for all Services to measure success and are shown as financial & FTE 

savings 

Stage 4 – Plans the rebase of benefits as a result of the outputs from Service Sprints/work 

packages/projects and presents the outcome to the HOS to sign off and plan to realise 

Stage 5 - Realises the benefits signed off at stage 4 and actively manages the outcome with 

the benefit owner/stakeholder 

Stage 6 - Reviews success on completion of PIR document 

2.1.3 Stage 1 and 2 of the process saw NLC collaborate with our Business Partners PWC with the 

production of the detailed design document known as the Full Business Case (FBC).   

2.2 Current position 

Over the course of June to August 2020 further development of the benefits tracker has taken 

account of any movement in assumptions since the creation of the FBC and regular updates 

continue to be provided to the DigitalNL Programme Management Office in line with the 

scheduled governance arrangements for the Delivery Board and SRO meetings.  Members 

are advised the content of these updates include: 

 

• status of the project 

• identified reasons for slippage 

• areas of concern 

• achievements within specified period 

• major targets for next period 

 

Collaboration continues with those undertaking service sprints, work packages, programmes 

of work or other project tasks resulting in business change.  All the above informs meaningful 

reporting and enables decision-making throughout the process.  As the DigitalNL Programme 
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reviewed to enhance the overall status of benefits as evidence to support the shared ambition 

of The Plan for North Lanarkshire. 

 

2.2.1 The table below shows the current stage reached within the process for year 1 and 2 of the 

DigitalNL programme: 

 

Service Area Year Live Stage 
Financial Solutions 
 
Enterprise & 
Communities 

• Revenues & Benefits 
(RPA processes) 

• Housing Solutions 
(RPA processes) 

1 
 
1 

5 – Realise 
 
5 – Realise 

Regulatory Services & 
Waste Solutions 

• Waste 

• Fleet 

• Built Environment 

1 
1 
1 

5 – Realise 
3 – Identify / Quantify 
3 – Value / Appraise 

Legal & Democratic 
Solutions 

• Licensing (taxi only) 1 2 – Identify / Quantify 

People & 
Organisational 
Change 

• ESC 1 3 – Value / Appraise 

Environmental Assets • Environmental Assets 

• Protective Services 

2 2 – Identify / Quantify 

Financial Solutions • Revenues & Benefits 2 2 – Identify / Quantify 

Legal & Democratic 
Solutions 

• Licensing (others) 2 2 – Identify / Quantify 

 

A full table of the Live Stages can be viewed in Appendix 1.  (This illustrates the Service Areas as 

they were when the FBC was designed.) 

 

For those benefits that have reached stage 5 as noted in appendix 1, the following provides a 

status update: 
Action Waste Solutions 

– 20.5 FTE 

Revenues & Benefits  

– RPA 4.0 FTE 

Housing Solutions 

– RPA 2.0 FTE 

Work with Benefits 

Owners to transition 

new way of working 

Transition Team in 

place 

RPA Team consistently 

working with stakeholder with 

4 FTE at realisation stage – a 

further 5.2 FTE either in 

development or undergoing 

testing 

RPA Team consistently 

working with stakeholder with 

2.4 FTE at realisation stage – 

a further 10 FTE either in 

development or undergoing 

testing 

Formally sign off 

benefits responsibility to 

owners 

Final report signed off 

by HOS 

Draft RPA report for sign off 

in production 

Draft RPA report for sign off in 

production 

Measure, track and 

report benefits 

Tracking to follow 

timeline in report 

Tracking to follow timeline in 

RPA mapping 

Tracking to follow timeline in 

RPA mapping 

Formally review benefits Benefits reviewed at 

Delivery Board / SRO 

Board 

Benefits reviewed at Delivery 

Board / SRO Board 

Benefits reviewed at Delivery 

Board / SRO Board 

Agree and implement 

any mitigating action for 

delayed benefits 

Actions from Delivery / 

SRO Board agreed 

with service 

Actions from Delivery / SRO 

Board agreed with service 

and volume / metric data 

from RPA performance 

recording 

Actions from Delivery / SRO 

Board agreed with service and 

volume / metric data from 

RPA performance recording 

Identify and monitor 

emerging benefits 

To be incorporated to 

backlog of benefits for 

review 

To be incorporated to 

backlog of benefits for review 

To be incorporated to backlog 

of benefits for review 
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Agree and document 

plan for PIR 

Agreed milestones 

from timeline to review 

performance 

Agreed milestones from 

timeline to review 

performance 

Agreed milestones from 

timeline to review 

performance 

 

 

2.2.3 Impact of Council’s Recovery Group 

 

Constraints and conflicting priorities due to the Covid19 crisis has resulted with internal work 

ongoing which includes a review of service provision and productivity, the outcome being 

service renewal and a new way of working moving forward.  The potential impact of those 

Services requiring support at Level 1 and Level 2 of the Recovery Group will be illustrated 

alongside the DigitalNL programme and continually monitored/reported to the DigitalNL Board.  

See Appendix 2 as an example. 

 

2.3 Next Steps 
 
To further progress the Benefits Realisation, the following will be undertaken: - 
 

• A review of recovery planning to assess impact on planned and future benefits 

• Update of release roadmap as detailed above 

• Agree benefits for Release 3 sprints with Heads of Service/Stakeholders 

• Actively manage stakeholders to realise existing benefits 
 

 

 
3. Equality and Diversity 
 
3.1 Fairer Scotland Duty 

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

3.2 Equality Impact Assessment 
 

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

  
 

 

4. Implications 
 

4.1 Financial Impact 
  

 All costs are contained within the overall indicative five-year investment (£28.8m) and in line 

with the Council’s Financial Governance arrangements regular monitoring, control and 
reporting on revenue and capital is carried out. 

Further information and costings in respect of the programme will be submitted to committee 
as projects progress.  

   
4.2 HR/Policy/Legislative Impact 
 

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

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

 
4.4 Risk Impact 
 

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

 
 

 
5. Measures of success 
 
5.1 Success will be evidenced through technology being efficiently and effectively deployed to 

support new digital service delivery models and solutions which are designed to meet the 
needs of businesses and communities. 

 
5.2 Specific measures of success will be identified and evidenced as The Plan for North 

Lanarkshire and all Programmes of Work (including DigitalNL) progress.  
 

 

 
6. Supporting documents 
 
  Appendix 1 – Live Stages of Benefits 
 Appendix 2 – Impact of other savings initiatives 
 

 
Head of Business Solutions 
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Live Stages of Benefits                 Appendix 1 
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Impact of Other savings initiatives               Appendix 2 
 
 

 

 

Potential impact to be 

recorded alongside 

DigitalNL programme 
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North Lanarkshire Council 

Report 

Transformation and Digitisation Committee 
 

☒approval ☐noting Ref KH/LJ/JL Date 18/11/20 
 

PoW  003.1 -  DigitalNL Business Partnerships – Community 
Benefit Update and Proposed Recovery Plan 

  From  Head of Business Solutions 

  Email  hassellk@northlan.gov.uk Telephone 07903 096121 

 

 

 

Executive Summary 

The council’s DigitalNL Transformation partners, PwC and Agilisys are both required to 
deliver community benefits under their contractual agreements with the council. This 
report describes the impact of the COVID-19 lockdown in curtailing planned activities and 
limiting the potential for wider community benefit development and rollout. The report 
identifies some progress however, with PwC providing access to online lesson packs 
during the remote learning period that commenced on 24 March 2020, and also more 
recent engagement by Agilisys to identify where they may fulfil their community benefit 
obligations remotely and in more innovative ways . 
 
Notwithstanding the above, the report identifies that significant concerted effort is now 
required by both business partners and the council if the contracts are to deliver lasting 
and meaningful community benefits at the levels detailed by PwC and Agilisys in their 
tender documentation, and in advance of the contract termination dates in 2022. The 
report identifies a number of opportunities to reconfigure previously planned community 
benefits and to deliver these remotely in order that benefits may be realised while 
continuing to adhere to ongoing social distancing requirements and the presumption in 
favour of home working wherever possible. 
 
The report recommends enhanced monitoring and intervention by the DigitalNL Delivery 
Board to track progress and ensure prompt action where evidence indicates that 
community benefits may not be delivered in accordance with the council’s expectations 
and requirements. Continued six monthly reporting to this Committee will enable 
members to maintain oversight and scrutiny of the process and measure the impact of 
community benefit outcomes. 
 

Recommendations 

The Transformation and Digitisation Committee is requested to: 
 
1) Note the impact of the Coronavirus pandemic in curtailing opportunities for the 

council’s digital transformation business partners to deliver planned community 
benefits as originally envisaged;  

2) Note where existing and new community benefits may continue to be delivered by 
PwC and Agilisys, with a shift in focus to concentrate on remote and online delivery, 
and agree that all parties should prioritise activity and effort to realise these benefits; 
and, 

3) Approve the heightened monitoring and reporting proposals outlined in this report 
including the new requirement for monthly updates to the DigitalNL Projects Board. 

 

AGENDA ITEM 6
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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 
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1. Background 
 
1.1 Members are aware that the council’s digital business partners, PwC and Agilisys, 

are both required to provide additional community benefits as part of their contractual 
agreements with the council. 

 
1.2 The Procurement Scotland (Reform) Act 2014, and associated regulations, require 

contracting authorities to consider inclusion of community benefit clauses in any 
contracts with an estimated value in excess of £4m. This brings into scope both the 
digital business partnership contract with PwC, which was awarded in May 2018, and 
the more recent system integrator contract with Agilisys, awarded in September 
2019.  
 

1.3 Committee, at its previous meeting in May this year, noted that both suppliers had 
included community benefit proposals in their tender submissions. Proposals 
generally focused on activities to increase digital awareness and skills across a range 
of sectors including in education and community settings. Employability initiatives 
were also included to increase opportunities for local residents, at both entry and 
graduate levels, to secure employment in the technology sector. 

 
1.4 A range of specific projects were identified and Committee, whilst approving these 

and the proposed tracking and benefits realisation outcomes, also noted the potential 
limitations arising through the Coronavirus lockdown and social distancing measures 
in place at that time. 

 
 

2. Report 
 
 Coronavirus Pandemic 
 
2.1 There is no denying that the Coronavirus pandemic and associated lockdown have 

impacted significantly on both partners’ ability to develop community benefit initiatives 
as originally envisaged. At its simplest, cancellation of the 2020 Lanarkshire Business 
Awards prevented PwC from delivering planned sponsorship benefits, while the 
switch to remote learning in schools, colleges and universities, coupled with the 
intervening holiday period, prevented both companies from engaging directly with 
pupils, students and education providers. 

 
2.2 As a result a considerable period of catch-up, along with the identification of 

alternative community benefit proposals, which can readily adapt to online delivery, 
now require to be put in place by both suppliers. 

 
 Highlights 
 
2.3 Business Solutions maintained regular dialogue with both suppliers during the 

lockdown period and although staff from PwC and Agilisys switched to predominantly 
homeworking patterns, there were some opportunities for both partners to deliver 
additional services within North Lanarkshire. Highlights include: 

 

• Promotion of PwC’s ‘TechWeCan’ (click on link) lesson packs within education. 
These free online resources were designed to support learning at home and could 
be used by parents or included within remote learning classes delivered by 
teachers. Targeting 10 – 13-year olds, the lesson packs introduced a range of 
technology subjects and demonstrated the types of careers where these 
technologies are applied. 
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• Similar to ‘TechWeCan’, PwC also highlighted their ‘Virtual Classroom’ (click on 
link) aimed at students in S3-6. The programme, which began on 1st July and ran 
for four weeks, introduced students to the world of work through PwC and 
provided opportunities for them to develop their employability skills using a 
combination of live and pre-recorded sessions.  

• Agilisys’s Programme Director in North Lanarkshire, Cheryl Bennett, was the 
keynote speaker at the Lanarkshire Women in Business ‘Go Digital’ session 
delivered remotely on 17 September 2020 (click on link). The seminar targeted 
women who run existing or expanding Lanarkshire based businesses, along with 
women whose remit is technology based.  

 
Pathways Programme 
 

2.4 Recent engagement has taken place with PwC and Agilisys to identify the potential 
for both suppliers to contribute to or enhance the council’s Pathways Programme 
which is now well underway. Members are aware that the Pathways Programme is 
delivered in partnership with New College Lanarkshire, Skills Development Scotland 
Routes to Work and local employers as part of our Developing the Young Workforce 
agenda. It specifically targets young people from across all secondary schools who 
are identified as being at risk of leaving school without a positive destination and 
provides them with work experience, employability skills and mentoring. Overall, the 
programme is designed to increase skills and confidence and support young people 
in making a positive and sustained transition into work, an apprenticeship, training or 
an Activity Agreement.  

 
2.5 This year’s Winter Pathways Programme (targeting young people who are due to 

leave school at Christmas) is well underway with 120 participants across 3 sites – 
Broadwood, Ravenscraig and The Time Capsule. Confirmed and potential support by 
PwC and Agilisys is listed below:  

 

• PwC have provided access to their Employability Skills toolkit for use by Pathways 
Co-ordinators; 

• PwC have confirmed that two colleagues will act as mentors, providing support 
and a positive role model to young people.  

• Agilisys are investigating the potential for their HR Team to develop remote 
learning modules on ‘The World of Work,’ introducing Pathways participants to 
topics such as team work, time management, workplace etiquette and 
leadership/personal responsibility; 

• Agilisys are also investigating whether access can be provided to the company’s 
existing online training modules in areas such as Information Security, Data 
Protection and Health and Safety; and, 

• Both companies can provide help and advice in completing a CV or serving as 
panellists on mock interview panels. 

 
2.6 Further engagement has also taken place with PwC’s Social Responsibility Team to 

deliver wider employability and personal skills training within all secondary schools as 
part of Developing the Young Workforce and Personal and Social Development 
classes. The programme commenced on 2 November 2020 and will run for 6 weeks. 
To date three North Lanarkshire High Schools have signed up involving 120 young 
people. PwC will assess coursework submitted by pupils engaging in the programme 
and provide a certificate for those who complete the course. It is anticipated that this 
engagement will lead to further, potentially more localised community benefit 
opportunities in the future. 
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 Future Work Programmes 
 
2.7 Notwithstanding the above activity, further community benefit proposals require to be 

developed and implemented if both suppliers are to deliver on their tender 
commitments. Moreover, while the online learning and employability resources 
provided by PwC during the lockdown period, and more recently delivered as part of 
Developing the Young Workforce, are welcome it must be remembered that these 
are generally national programmes available via PwC’s website and they have not 
been developed as tailored community benefits unique to North Lanarkshire. 

 
2.8 A sense of urgency now heightens these requirements given that the Agilisys 

contract is for a maximum period to April 2022, with the initial terms of the PwC 
contract ending slightly later in July 2022. 

  
2.9 The Digital Skills and Inclusion Group, which is responsible for supporting the 

development of digitally confident and capable communities and building a digital 
ready workforce across North Lanarkshire, is considering where PwC and Agilisys 
can enhance existing training and awareness initiatives being delivered by 
Community Learning and Development, Culture and Leisure NL and VANL. 

 
2.10 One potential route may be through Avado Online Learning who provide training for 

individuals and community representatives. Avado’s courses include accredited 
training in Data, Technology, Marketing and Human Resources (click on link). The 
opportunity exists to explore where participation in the Technology Academy in 
particular could enhance individuals’ knowledge or assist them in accessing further 
training or employment opportunities in the digital and technology sectors. Agilisys 
has secured Avado’s involvement and will fund any such training delivered in North 
Lanarkshire as part of their community benefit delivery. An introductory meeting 
between Avado, Agilisys and council officers, whose remit includes community 
involvement, was held on 6 November 2020. 

 
2.11 The potential also exists to resume dialogue with New College Lanarkshire and wider 

further education colleges or universities to explore where placement or internship 
opportunities may be developed with each supplier. While it is highly likely that any 
such placements or work experience will require to be delivered remotely, there is the 
potential for students to gain valuable insights into the technology and business 
sectors and to develop their own practical and professional skills. 

 
2.12 Further work will also be undertaken to explore where PwC and Agilisys can work 

with the council’s employability services, including Routes to Work, to heighten 
individuals’ awareness and access to training and employment opportunities in the 
digital and technology sectors. 

 
 Monitoring and Reporting 
 
2.13 Separate Community Benefit Trackers, with anticipated outcomes and measurable 

impacts, were previously prepared for PwC and Agilisys. These have been updated 
to reflect proposals which are no longer deliverable (due to the opportunity having 
lapsed or continuing social distancing requirements) and identifying potential new 
workstreams. A summary table, attached as Appendix 1, lists the community benefits 
approved by this Committee in May and provides an update on current status. 
Although progress is generally limited across all workstreams, there is still sufficient 
opportunity and time remaining to revisit a number of the community benefit 
proposals with the potential to achieve measurable outcomes and secure tangible 
benefits for North Lanarkshire individuals and communities. 
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2.14 The DigitalNL Delivery Board is responsible for managing the council’s contractual 
arrangements with PwC and Agilisys and a separate report on community benefit 
activity, highlighting limited progress during the lockdown and summer periods was 
considered by the Board at its meeting on 29 October 2020. In order to ensure that 
the community benefit proposals outlined in Appendix 1 are progressed to delivery 
stage, and to provide robust management of community benefit commitments by 
PwC and Agilisys, the Board agreed to heighten management oversight by requiring 
each supplier to submit a monthly community benefit progress status report to the 
DigitalNL Projects Board. Established escalation and decision-making mechanisms 
are in place between the DigitalNL Projects Board and Delivery Board, thereby 
ensuring that any concerns, delays or potential failure to deliver community benefits 
are identified in early course and routed accordingly. 

 
2.15 The Digital Skills and Inclusion Group will continue to work in partnership with PwC 

and Agilisys to provide support and identify new opportunities for engagement with 
communities, pupils, further education providers and employability services and this 
Committee will continue to receive six monthly progress update reports. 

 
 

 
3. Equality and Diversity 
 
3.1 Fairer Scotland Duty 
  

There is no requirement to complete a Fairer Scotland Duty assessment at this point. 
 
3.2 Equality Impact Assessment  
  

Individual community benefit projects will be assessed to maximise inclusion and 
ensure that no groups with protected characteristics are adversely impacted by the 
digital or technical developments being developed.  

 
 

4. Implications 
 
4.1 Financial Impact 
 
4.1.1 There are no immediate financial impacts arising from this report, however, failure to 

secure community benefits from our contractual business partnerships demonstrates 
ineffective contract management by the council and non-compliance by the suppliers. 
Importantly, this represents a significantly missed opportunity to secure additional 
resources or inward investment to North Lanarkshire. For example, Agilisys in their 
tender application stated that the company would invest the equivalent of 0.5% of the 
revenue associated with the digital transformation programme in technology to 
support initiatives with young people in North Lanarkshire. Using the actual contract 
value of just over £9.6m, this equates to a contribution in real terms equal to £48,262. 

 
4.1.2 It is therefore imperative that all parties focus their energy and resources to resume 

community benefit developments where appropriate, whilst at the same time, taking 
every opportunity to explore how engagement with community organisations, pupils, 
students, individuals or other groupings may be delivered remotely to maximise the 
direct and indirect benefits arising from North Lanarkshire’s digital transformation. 

 
4.1.3 Equally, there is a responsibility on the council, through the DigitalNL Delivery Board 

and this Committee to ensure that robust monitoring and reporting arrangements are 
in place and the potential to secure added value and measurable outcomes for 
communities and individuals through community benefits is fully realised. 
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4.2 HR/Policy/Legislative Impact 
 
4.2.1 There are no HR, policy or legislative requirements arising from this report other than 

council compliance with the Procurement (Reform) Scotland Act 2014 and its 
associated directives as referenced above. 

  
4.3 Environmental Impact 
 
4.3.1 There are no environmental impacts arising from this report. 
 
4.4 Risk Impact 
 
4.4.1 It is fully acknowledged that the Coronavirus pandemic and associated lockdown 

period, coupled with the requirement for remote working, have impacted on the 
business partners’ community benefit aspirations and plans. With remote working, 
blended learning and social distancing continuing to be in place for the foreseeable 
future, it is important that we do not allow this ‘new norm’ to further delay or de-rail 
our community benefit ambitions. Otherwise there is the risk of contractual 
shortcomings and failure to attract additional resources and inward investment to 
North Lanarkshire. 

 
4.4.2 The heightened community benefit monitoring and reporting measures outlined in this 

report mitigate against the risk of community benefits failing to be delivered at the 
anticipated levels. Where potential failure to deliver a specific community benefit is 
identified, alternative contingency plans will be considered. Where community benefit 
projects can proceed, individual risk assessments will be completed to identify any 
potential risks and develop suitable mitigation and control measures. 

 
 

5. Measures of success 
 
5.1 The digital transformation partnerships in place between the council and PwC and 

Agilisys deliver a range of community benefits and added value for the council, 
employees and communities across North Lanarkshire. 

 
5.2 Committee has sufficient assurance and confidence that the heightened community 

benefit management and reporting arrangements put in place by the DigitalNL 
Delivery Board are sufficiently robust and provide a mechanism by which the council 
can monitor: community benefit deliverables; actual outputs; monetary value (actual 
and equivalent); and, added value and increased opportunities for North Lanarkshire 
Council, its employees, communities and individuals to share in the benefits of digital 
transformation.  

 
 

6. Supporting documents 
 
6.1 Appendix 1 – Status Update: PwC and Agilisys Community Benefit Workstreams 
 
 

 
 
Head of Business Solutions
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Appendix 1 
Status Update: PwC and Agilisys Community Benefit Workstreams 

Key: 

GREEN AMBER RED 

Complete or in progress 
Limited/No progress but potential for 

future development 
Cancelled or unlikely to proceed 

 

Community Benefit  
New or 
Existing 

PwC or 
Agilisys 

Status 

Annual internship / placement 
opportunities for local students. 

Existing  Both GREEN: 2 internships by PwC in 2018 
and 2019. 
GREEN: 2 placements provided by 
Agilisys in early 2020. 
AMBER: Commence dialogue with 
New College Lanarkshire and 
University of West of Scotland to 
provide remote placements. 

Capacity within local supply chain 
companies to bid for DigitalNL 
transformation works. 

Existing PwC AMBER: NLC to identify capacity in the 
business intelligence sector at a local 
level. 

Sponsor Lanarkshire Business 
Awards and COP 26 Climate Change 
events. 

Existing PwC AMBER: 2020 events cancelled. 
Potential to consider sponsorship of 
future events. 

Council staff trained to sustain digital 
service redesign activity within NLC 
post-contract. 

Existing Both GREEN: 4 NLC employees trained in 
robotic processing by PwC with 1 
employee completing full UiPath1 
Accreditation and remaining 3 
completing UiPath Developer 
and Advanced Developer courses and 
now working on live developments. 
GREEN: PwC trained 5 employees in 
Service Sprint activity and analysis. 
GREEN: Training delivered by Agilisys 
for Digital Transformers. 
GREEN: Agilisys to provide training for 
NLC staff in website design and build. 

Deliver a range of support and 
developmental opportunities for 
pupils. 

Existing  Both GREEN: Access to PwC’s online 
education and employability resources. 
Further activity by PwC to rollout 
employability and personal skills 
training across secondary schools 
between November and December. 

Activity to support Developing the 
Young Workforce.  

Existing  Both AMBER: Support for Pathways 
Programme by both partners. 

Training and networking opportunities 
for social entrepreneurs and social 
enterprise companies. 

Existing  Both AMBER: No progress to date. 
Opportunity to revisit this during 
remainder of contractual periods. 

Deliver PwC’s Scale-up programme 
to businesses in Glasgow City 
Region.  

Existing  PwC RED: No progress. Limited number of 
companies in North Lanarkshire 
operating at the scale required. 

Support development of digital skills 
in local communities. 

Existing  Both AMBER: No progress to date. 
Opportunity to revisit this during 
remainder of contractual periods. 

PwC staff to provide volunteering 
activity within local community groups 
/ charities. 

Existing  PwC AMBER: No progress to date. 
Opportunity to revisit this through 

 
1 UiPath is an international company providing automation services and training in designing robotic automation process to 
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Community Benefit  
New or 
Existing 

PwC or 
Agilisys 

Status 

liaison with PwC’s Glasgow and 
Edinburgh offices. 

Deliver activities as part of Cyber 
Awareness Week. 

Existing  PwC GREEN: Briefings delivered as part of 
Cyber Awareness Week 17–23 
February 2020 
AMBER: Potential for further activity in 
2021 and 2022. 

Deliver digital skills training, via an 
online portal, for up to 200 young 
people aged between 13 and 15, 
targeting those living in areas of 
multiple deprivation. 

Existing Agilisys AMBER: Covid related restrictions 
suggests limited opportunity to deliver 
this as originally envisaged during 
remainder of contractual period. 
Discussion now underway between 
Agilisys, Avado Online Learning2 and 
council services to identify target 
groups and recipients.  

Scotland based graduate programme 
to recruit six graduate trainees for a 
two-year period. 

Existing Agilisys AMBER: No progress to date. 
Opportunity to revisit this during 
remainder of contractual period. 

Agilisys to host Technology and 
Innovation Days. 

Existing Agilisys AMBER: Elected member event 
scheduled for May 2020 cancelled, 
however, opportunity to deliver future 
events remotely. 

Digital integration designed to enable 
collaboration, using M365, with key 
3rd sector organisations. 

Existing Agilisys AMBER: This workstream was not due 
to commence until April 2021 when 
NLC’s migration to M365 is complete. 

Identify where Agilisys’s Head of 
Business Development (Scotland) 
may share his skills and experience in 
digitisation within educational settings 
to further support North Lanarkshire’s 
existing and planned developments. 

New Agilisys GREEN: Underway – Education and 
Business Solutions preparing data on 
existing Digital Schools Programme to 
identify any gaps or areas where 
Agilisys may provide support. 

Share insights and experience of 
mental health awareness and 
wellbeing training with NLC. 

New PwC GREEN: Underway – dialogue in place 
between PwC and NLC Training and 
Organisational Development. 

Develop an online introductory 
training model in robotics for use in 
schools and via CLNL Ltd. 

New PwC GREEN: Underway – in design phase. 

 
 
 
 

 

 
2 Avado Learning is an online training academy that helps people and businesses through interactive learning experiences in 
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North Lanarkshire Council 

Report 

Transformation and Digitisation Committee 
  

☐approval ☒noting Ref KH/LJ/FM Date 18/11/20 
 
 

PoW  069    - DigitalNL Communications and Engagement Activity 
 
 

  From  Katrina Hassell, Head of Business Solutions  

  Email  hassellk@northlan.gov.uk Telephone 01698 302235 

 

 

 

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 

AGENDA ITEM 7
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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.  

 
 
 
 

Page 70 of 100



  

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.      
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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.   
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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.  
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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  
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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.  
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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) 
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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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Executive Summary 

 
As members are aware, the new North Lanarkshire website and customer portal is 
intended to provide customers with a modern and fully functional digital platform with  
opportunities for customers, residents and businesses to self-serve digitally, and enable 
the Customer Service Hub to deliver a modern customer facing approach in line with the 
council’s commitment to providing high quality customer services. 
 
With a move to this technology platform and the desired shift of customers away from 
more traditional interactions with the council, there is a requirement to ensure that the 
website and customer portal services are robust and resilient. 
 
This report provides Committee with an explanation of the high-level system design and 
build architecture, and associated availability arrangements in place, to provide the 
desired level of resilience.  
 

Recommendations 

It is recommended that members of the Transformation and Digitisation Committee note 
the contents of the report and assurances in relation to the resilience and system 
availability for the new website and customer portal. 
  

The Plan for North Lanarkshire 

Priority  All priorities 
 

Ambition 
statement 

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

 (19) Improve engagement with communities and develop their 
capacity to help themselves. 

(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 

AGENDA ITEM 8
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1. Background 
 

1.1 A previous report to the Transformation and Digitisation Committee highlighted the 
design and build work being undertaken by our system integrator partner Agilisys to 
deliver the technical infrastructure to support and sustain our digital ambitions. 
 

1.2 This technical infrastructure will host the new website and its associated Content 
Management System (CMS) and the Customer Relationship Management (CRM) 
system. The CRM will be used by the Customer Service Hub to process customer 
enquiries, requests for service and applications across all service areas. Customers will 
also have the ability to self-serve using the request forms and processes being built 
upon our new Customer Portal to enable a full end-to-end experience. 

1.3 The availability and resilience mechanisms in place for the website and Digital Platform 
infrastructure (which hosts the CRM) must be suitably robust in order to maintain 
services as customers rely more heavily on our continuing digital transformation. 

 
2. Report    

Disaster Recovery and Resiliency 
 

2.1  Resiliency and disaster recovery relate to different aspects of how we keep systems 
operational. Resiliency refers to the practices and techniques we can put in place to 
keep systems up and running as required and focuses on something called ‘high 
availability’: what we can do at a system or application level to keep that service 
available for as long as required. 
 

2.2 Disaster Recovery is the process and procedures for dealing with a catastrophic loss of 
the technology and is concerned with both the Recovery Time Objective (RTO) and 
Recovery Point Objective (RPO) that businesses wish to put in place to enable their 
services to resume. Delivery of these objectives is usually subject to how much 
businesses wish to pay for quick turnarounds (RTO) and minimal loss of 
data/transactions (RPO). Moving to a cloud hosted platform and ‘Infrastructure as a 

Service’ model  largely removes the responsibility for disaster recovery from the 
council’s own ICT and data centre management, as this then becomes the responsibility 
of the cloud service providers and is built in to service level agreements (SLAs) that are 
put in place. 

 
Digital Platform Architecture 
 

2.3  The Digital Platform architecture is summarised at a high level in the diagram below: 

Table 1 

A 

B 

C 
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2.4 The data that passes through from the website (Drupal CMS/ Online Request Forms – 
shown as (A) above) into Microsoft Dynamics (B) is used to drive business processes 
and the Dynamics/Power Platform is the main tool which officers will interact with. The 
Dynamics solution may be integrated with several other NLC back office applications 
and Line of Business Applications to support the completion of process flows that need 
to trigger activities or access data in other council systems (C). This includes our Office 
365/SharePoint systems and our Master Data Management (MDM) system, MultiVue, 
which maintains a single view of customer data and ensures consistent customer data 
across different LoB systems. 

 
2.5 Council officers will access a combination of applications from locations both within and 

outside the council’s premises. There are also some potential ‘Software as a Service’ 
(SaaS) integrations such as iTrent. All of the application components of the Digital 
Platform are expected to reside in the cloud either as SaaS applications or as 
components within the Azure Cloud. 
 
Individual Component SLAs  
 

2.6 The component parts illustrated in Table 1 above each have a Service Level Agreement 
(SLA) with the relevant providers which stipulates the availability guarantees for the 
services they provide to NLC’s Digital Platform. The diagram below shows the four high 
level component parts that make up the architecture in 2.3 above, and the explanation 
of the SLA for each is detailed below. 

 
 
 
 
 
 
 
 

 

 

 

 

A. Drupal Website in Pantheon – this is where the website is hosted and provides a 
service which takes advantage of containerised application integration to 
automatically implement and contain application resilience within a single 
geographic data centre.  

The Pantheon Architecture is designed to provide a high level of resilience from all 
the components of the platform. The Secure Integration element of the service, 
which creates a secure tunnel between NLC firewalls and our public facing website, 
utilises two load balanced routers to help ensure that there is no loss of connectivity 
to the back-end platform.  

This platform is designed to provide 99.95% availability. Using this specialist 
platform removes the need to maintain the underlying infrastructure on which Drupal 
is built and assures NLC of a high performance, globally maintained, high security 
configuration. 

B. Microsoft Dynamics - Microsoft have built business ready contingency capacity 
directly into their cloud services using a combination of less complex physical 
infrastructure and more intelligent software that builds data resiliency into services to 
deliver high availability to customers. The Microsoft Dynamics Platform is a 

A 
B 

C 

D 
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‘Software as a Service’ solution designed to provide resilience necessary to ensure 
>99.9% service availability. 
 

C. Line of Business Systems (LoB) – these are the existing business application 
systems, most of which currently reside in the Motherwell Data Centre. Their 
availability is subject to a combination of NLC’s current arrangements for hardware 
failover as detailed in the overall Disaster Recovery plan and the individual SLA’s 
provided by the suppliers of the business applications in accordance with the 
maintenance and support contracts in place with them. 
 

D. Azure Platform - components within the Azure Infrastructure are constructed by 
Microsoft to offer Service Level availability which is usually 99.95% or higher - with 
some components offering 99.99% service.  

The council has commenced a programme to use Microsoft’s ‘Azure’ Cloud-based 
hosting service for many of its systems. The systems being hosted on Azure will 
have the opportunity to take advantage of Azure’s standard suite of resiliency 
capability and disaster recovery operations. Availability is typically stated by 
Microsoft to be of the order of 99.95% and the Azure data centre geography enables 
Microsoft to have sufficient Disaster Recovery options to recover its customers’ 
infrastructure subject to the Service Level Agreements and what we decide to pay 
for on a per application basis. 

Applications created for the Digital Platform will be designed with the objective of 
sustaining resilience capacity at 99.95% availability, with communication paths 
between Azure and Dynamics assumed to meet the normal Microsoft service 
standards referenced at B above.   

 Impact Assessment 
  
2.7 System outage may have little impact initially, but as an outage period extends, so the 

impact may become bigger. This should be taken into consideration when planning the 
resiliency and recovery requirements for a system and this should apply to all 
component parts of a system, with all linkages, integrations and dependencies 
considered as a whole as in A to D above.   
 

2.8 Typically, where a system outage will very quickly – if not immediately – have a severe 
impact, then it is important to think about making the system resilient to outages as part 
of its design. In other words, prevention of outages should be planned for, whilst not 
neglecting the need to minimise the length of these should they happen. Where a longer 
period – for example, some days – may pass before a system outage begins to 
significantly impact the council and our service users, it would be more efficient to 
concentrate on system recovery processes rather than investing heavily in resiliency. 
 

 Business Continuity  
 
2.9 Business continuity arrangements are concerned with what we intend to do when there 

is an outage within any of the systems that are in use. Services maintain Business 
Continuity Plans specific to their service provision detailing the interim replacement 
processes that they would invoke while their technology systems are unavailable. 

 
2.10 For the website and Digital Platform, the possible scenarios for this situation could be 

• a failure of the Pantheon Website/CMS; 

• a failure with the MS Azure Cloud and ‘Infrastructure as a Service’ model; 
• a failure with the MS Dynamics applications;  

• any or all of the above. 
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2.11 In many cases, services revert to manual systems and processes (e.g. for enquiry 
handling and recording) for the period of an outage and, where applicable, update 
systems when they come back online. This may be a valid option when considered 
alongside the potential costs of providing any real time failover provision within the 
technology systems used, and this should be considered as part of any impact 
assessment as in 2.7 and 2.8 above.  

 
2.12 The Digital Platform architecture, and its component SLAs indicating greater than 99.9% 

availability, provides a good level of assurance that system outages are rare and short-
lived. Together with clearly documented manual processes in the form of business 
continuity plans in the event of the loss of technology, these will provide a level of 
assurance that the risk of system failure has adequate controls in mitigation. 

 
 Service Assessment of System Criticality 
 
2.13 The Azure offering which the council has subscribed to incorporates options for 

increased resiliency and disaster recovery, these have been categorised as Gold, Silver 
and Bronze, and can be applied to any individual Azure-hosted system.  These options 
provide different levels of guaranteed high availability and of disaster recovery with 
associated RTO and RPO – as requirement increases, cost also increases from Bronze 
through to Gold service. 
 

2.14 Services must do a Business Impact Assessment of the criticality of their individual 
applications to determine what level of system availability and potential disaster 
recovery the systems require. In conjunction with their individual business continuity 
plans, Services should assess the risks in line with the council’s Risk Management 
Strategy to determine the impact of systems being unavailable and, in line with the 
Enterprise Architecture Governance Group (EAGG) procedures, prepare a business 
case for adopting their preferred options for resiliency and disaster recovery.  The 
EAGG will provide an overarching governance role in this regard, to ensure the 
requirements of the Council are being consistently measured and met. 

    
 

 
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. 
  
3.2 Equality Impact Assessment 
 There are no requirements for an equality impact assessment arising from this report.

   
 

 

4. Implications 
 
4.1 Financial Impact 
  

 This report is for information only and the financial impact of any additional resiliency 

requirements for potential technology solutions will be presented as part of the business 

case for individual solutions as the DigitalNL programme progresses. 

4.2 HR/Policy/Legislative Impact 
 
 There are no HR/Policy/Legislative implications. 
   
4.3 Environmental Impact 
 
 There are no Environmental impacts. 
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4.4 Risk Impact 
 
 This report is for information only but explains the need for risk assessment and impact 

assessment when considering the availability and resiliency requirements for proposed 
technical solutions. 

 
 

 
5. Measures of success 
 
5.1 Effective and efficient rollout of the new council website with stakeholder feedback 

indicating high levels of satisfaction with the content, navigation, consistency, easy of 
understanding and readability. 

5.2 Successful introduction of the Customer Service Hub Portal with increased use of online 
self-serve by customers and all enquiries being processed efficiently, timeously and to a 
high standard. 

5.3 The website design and build architecture and infrastructure, including that for the CMS, 
Digital Platform and CRM all being constructed to the highest standards with resilience 
built in by design and in accordance with the Service Level Agreement standards. 

 
 

 
6. Supporting documents 
 

N/A 
 

 
 
 
Head of Business Solutions 
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Executive Summary 
 
North Lanarkshire Council is currently in dialogue with BT Openreach (BT) to develop a 5G use 
case within our boundary area. The Muirfield Community Centre was identified as a possibility 
as a result of the area surrounding the centre demonstrating availability of 5G connectivity. 

Education, and in particular an immersive classroom experience, is agreed as the initial test 
case, with officers from Culture Leisure North Lanarkshire (CLNL) Limited having to date 
worked collegiately with both Council and BT employees and partners to transform the facility’s 
ground floor community rooms into an immersive experience pod. 

An immersive experience pod creates opportunities to transform an entire community’s access 
to and experience of digital, particularly from a lifelong learning and cultural perspective. To this 
end, this report updates members on the status of the project to accommodate a 5G connected 
immersive experience pod within the ground floor of the Muirfield Community Facility. 

Recommendations 
 
It is recommended that committee consider the contents of this report, acknowledging BT’s 
inward investment and the ultimate ambition of having this fantastic digital resource available to 
support the learning requirements and experiences of the local community.  

The Plan for North Lanarkshire 

Priority  All priorities 

Ambition 
statement 

(2) Refocus our town centres and communities to be multi-functional connected 
places which maximise social, economic, and environmental opportunities 

(4) Market and promote North Lanarkshire as the place to live, learn, work,  
invest, and visit 

(6) Raise attainment and skills for learning, life, and work to enhance  
opportunities and choices 

(10) Engage with children, young people, parents, carers, and families to help all 
 children and young people reach their full potential 

(15) Encourage the health and wellbeing of people through a range of social,  
cultural, and leisure activities 

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

(21) Continue to identify and access opportunities to leverage additional resources 
to support our ambitions 

AGENDA ITEM 9
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1. Background 
 
1.1 During the summer of 2020, BT Openreach approached the Council looking to assess 

our appetite to partner with them to develop a 5G use case within our area. Early 
discussions and subsequent surveys highlighted satisfactory 5G speeds were available 
in and around the Muirfield Community Centre.  

 
1.2 With schools closed at the point of initial surveys due to the COVID19 pandemic and the 

Council, partnered with Scottish Government and Education Scotland, keen to seek 
opportunities to ensure continued learning and teaching in the event of local lockdowns 
or subsequent school closures, the Council and BT agreed to explore Education, and in 
particular, an immersive classroom, as our initial test case.  

  
1.3 Through regular contact with CLNL officers, BT and its partner Interactive Immersive 

Classroom surveyed the available space in and around the Muirfield Community Centre. 
With a view to leaving the Council and the local community reaping the benefits of this 
inward investment, the ground floor multi-purpose rooms were identified as the most 
appropriate, from an accessibility, size, experience and lasting-legacy perspective.  
 

1.4 The Building Warrant in respect of the Immersive Experience Pod is currently being 
assessed by the Council’s Building Standards team, with construction works anticipated 
to progress following confirmation that all proposed amendments to the rooms and 
building satisfies required building regulations.   
 

1.5 Through its Articles of Association and Services Agreement, CLNL Limited currently 
manage the day to day activities of the Muirfield Community Centre on behalf of North 
Lanarkshire Council. Any change of use within the facility must therefore be endorsed by 
the company’s Board of Directors. Following receipt of correspondence from the 
Council’s Chief Executive in this regard, CLNL’s Board of Directors confirmed on 23rd 
October 2020 they were content to repurpose two of the existing ground floor general 
purpose rooms within the community facility to accommodate a 5G connected immersive 
experience pod. 
 

1.6 At time of preparing this report, an indicative launch date of mid-December is envisaged 
for the immersive classroom.   

 
 

2. Report 
 
2.1 BT Openreach are very familiar with The Plan for North Lanarkshire, having previously 

attended various engagement sessions regarding our vision and plans to deliver a world 
class digital infrastructure capable of enhancing digital skills and levels of participation 
within our communities. With our vision in mind, the organisation approached the Council 
in July 2020 to assess our appetite to partner with them to develop a 5G use case within 
our area. 

 
2.2 Initial discussions between both organisations highlighted BT were looking to provide 

seed funding, over and above existing infrastructure investments within the area, to 
deliver an innovative use case within a social value activity. Aiming to use local SMEs 
where possible, and to deploy technology which could provide ‘the skills for tomorrow ‘to 
young people, older people, businesses and the most vulnerable in society, consideration 
was given to opportunities within social care and education in the first instance. 

 
2.3 Running in tandem with these considerations, we required to identify an area capable of 

being connected to the BT/EE 5G network. Through configuration testing, BT confirmed 
the Muirfield Community Centre as an excellent possibility, with contact then made via 
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CLNL officers for site visits. Site visits confirmed the centre and the area surrounding it 
possessed good 5G connectivity, and following configuration work by BT/EE 5G 
Architect, excellent indoor and outdoor speeds are now available to support the council’s 
strategic aims and objectives. 

 
2.4 In recognising the challenges experienced within the Education sector during the initial 

COVID19 phase, and the requirement to plan for further local lockdowns or blended 
learning, the Council selected Education for the 5G use case. With 5G creating a range 
of opportunities around active, virtual and interactive learning, our initial thoughts centred 
on our Winter Leaver’s Programme, and scope to use this innovative technology to 
create an immersive “work-based” content capable of assisting these young adults to 
obtain a true flavour of career pathways in areas such as construction. 

 
2.5 Having determined an immersive classroom as the ideal way forward, BT presented the 

Council with five possible options in August 2020. All were immersive in nature, with such 
ranging from using VR (virtual reality) headsets and rental of modular units to 
construction of an internal 6m by 6m 360-degree experience pod. Recognising the scale 
of the Council’s vision, and with a view to leaving the Council and the local community 
reaping the benefits of this inward investment, the internal immersive experience pod 
was agreed as the way forward. Further site visits were immediately arranged through 
CLNL officers, and the ground floor multi-purpose rooms were identified as the most 
appropriate, from a community accessibility, size, experience and lasting-legacy 
perspective. 

 
2.6 Construction of the immersive experience pod does require amendments to the fabric of 

the building, and efforts from August onwards have largely focussed on preparing the 
drawings and paperwork required to obtain the building warrant. The Building Warrant in 
respect of the Immersive Experience Pod is currently being assessed by the Council’s 
Building Standards team, with construction works anticipated to progress following 
confirmation that all proposed amendments to the rooms and building satisfies required 
building regulations. 

 
2.7 During this test case phase, the Council is looking to maximise the use of the immersive 

classroom as a tool to deliver on its ‘Learn’ strand of North Lanarkshire Council’s vision. 
An immersive experience pod however has wide-ranging opportunities, and to this end, 
the Council partnered with external bodies such as CLNL and local colleges, will be 
looking to use this facility to deliver on all strands of The Plan for North Lanarkshire. 

 
2.8 BT and Interactive Immersive Classroom have provided a list of use cases, and artist’s 

impression of such, for the 6m x 6m space identified for use within Muirfield Community 
Centre, with such attached as appendices to this report.  In recognising the scale of the 
council’s vision, the space is regarded as a ‘blank canvas’ where immersive content can 
be projected onto the walls providing a 360-degree experience. Key examples include: 

2.8.1 Education – The space can be used by any subject or age group from early years 
to further education. During this pilot phase, four educational establishments will 
make use of the facility: Carbrain and Kildrum Primary Schools and Redburn and 
Glencryn ASN Schools. The classes whose experience will be measured for 
impact will be the Primary 6 children within the nearby Carbrain and Kildrum 
primary schools, who will be using this immersive experience to enhance their 
“Exploring the Oceans” topic.   

2.8.2 Sports and Leisure – The space can be used for group leisure activities of all 
ages. 

2.8.3 The Arts – Similar to that illustrated as appendix 3, the space can be used to 
project a subject specific backdrop onto the walls allowing participants to immerse 
themselves in that subject. 
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2.8.4 Professional Services – The space can be used for meetings where visual 
overviews of plans are required. 

2.8.5 Live Events – Participants in the space can be connected via apps to live 
locations that are broadcasting 360 or VR content.  This content can be an 
enhanced experience not requiring use of headsets. 

2.8.6 Content Creation – With the use of a 360-degree camera content can be created 
and used within the space. 

 
2.9 The hardware that will be included as part of the installation connects to the 5G network 

and offers high speed internet access.  As outlined in paragraph 2.3 above, testing of this 
connection at Muirfield resulted in bandwidth speeds of 430 Mbps.  To contextualise this 
speed and demonstrate the significantly enhanced infrastructure and consequently 
enhanced virtual experience available from this test case, a typical standard home 
broadband internet connection would have speeds of 11 Mbps and faster home 
broadband internet connection would be between 11 Mbps and 50 Mbps. 

 
2.10 An indicative launch date of mid-December is currently planned for the immersive 

classroom. Subject to all approvals proceeding to plan and prevailing COVID19 
restrictions, the Council intends to permanently repurpose two of the existing ground floor 
general purpose rooms within the Muirfield Community Centre to exclusively 
accommodate the 5G connected immersive experience pod for community wide use. 
Work on branding of the immersive experience pod is underway, with some initial 
concepts for this attached as Appendix 3. 

 
2.11 The council’s corporate communications section will work with BT to promote this 

initiative. Given it is the first of its kind in Scotland there is likely to be media interest in 
the project. A short video will be produced to go out through the council’s social media 
channels. The council will ensure that all the latest health and safety guidance relating to 
the coronavirus is always adhered to.  

 
2.12 COVID19 related restrictions currently prevent any community use of the facility, but it is 

acknowledged these rooms may have been well used by groups before the pandemic.  
Whilst it is hoped marketing of the Pod may see some groups take advantage of the 
immersive technology for their meetings, and/or possibly booking the pod for uses such 
as those illustrated in paragraph 2.8, an immersive experience facility may not suit all 
requirements.  

 
2.13 In inviting the Board of Directors to consider its change of use requirement, the Council 

also requested that when it is once again safe for community groups to access the 
Muirfield Community Facility, that CLNL Limited identify alternative meeting space for any 
returning groups not interested in exploring the functionality of the Immersive Experience 
Pod.   

 
 

3. Equality and Diversity 
 
3.1 Fairer Scotland Duty 
 

3.1.1 The intention underpinning The Fairer Scotland Duty is to reduce the inequalities 
of outcome caused by socio-economic disadvantage. Socioeconomic 
disadvantage is defined as “living on a low income compared to others in 
Scotland, with little or no accumulated wealth, leading to greater material 
deprivation, restricting the ability to access basic goods and services”.  

 
3.1.2  The guidance also asserts that socio-economic disadvantage can be experienced 

by (a) communities of place - people who are bound together because of where 

Page 90 of 100



they reside, work or visit, and (b) communities of interest - groups of people who 
share an identity, experience, or one or more of the protected characteristics 
listed in the Equality Act 2010.  

 
3.1.3  The Fairer Scotland Duty is intended to reduce the inequalities of outcomes 

caused by socio-economic disadvantage. Inequalities of outcome mean any 
measurable differences between those who have experienced social-economic 
disadvantage and the rest of the population.  

 
3.1.4  The statutory focus of The Fairer Scotland Duty is on strategic decision making 

and, as such, the proposals outlined in this report require to be considered under 
the Duty. The Fairer Scotland assessment process will therefore be carried out as 
part of the next stage development of the actions arising from this report. 

  
3.2 Equality Impact Assessment  
 

3.2.1 Equality impact assessments will be undertaken in line with council policy, 
considering the impact through use of a community facility, and The Fairer 
Scotland Duty assessment process noted above. 

   
 

4. Implications 
 
4.1 Financial Impact 
 As outlined in paragraph 2.2 above, the capital costs arising from constructing a 5G 

Immersive Experience Pod in this facility are being met by BT Openreach. This seed 
funding also makes provision for one further year of hardware support.  BT are currently 
developing support and data usage proposals for the Council’s consideration, with such 
expected to be circa. £6,500 per annum after year 1. Ongoing costs include an unlimited 
5G data plan and a fully managed 24/7 service from BT. One-off costs associated with 
branding the pod to reflect our Live, Learn, Work, Invest and Visit themes are estimated 
at circa. £2,000. 

   
4.2 HR/Policy/Legislative Impact 
 There is no HR/Policy/Legislative impact arising from this report. 
   
4.3 Environmental Impact 
 There is no environmental impact arising from this report. 
  
4.4 Risk Impact 
 Risks are managed in line with the council’s corporate risk management processes and 

project methodology.  
 

 
5. Measures of success 
 
5.1 Increased awareness and use of the Immersive Classroom, particularly for Education 

and Cultural purposes, with the pilot initially using challenging questions from How Good 

Is Our School (HGIOS4) to measure learning impacts and improvements regarding: 

❖ Engagement with digital technologies in learning and teaching; 
❖ How the use of digital technologies enhanced learning and gave young people the 

skills to understand, apply and create new digital solutions of their own; 
❖ How well we deployed innovative and creative resources and teaching approaches; 
❖ Using periodic assessment of learning to measure impact on curriculum attainment 

and benchmarks of learning;  
❖ Demonstrably improved attainment for groups and individuals facing barriers to 

learning; 
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❖ How digital technologies were used to support and improve communication and 
collaboration with others;  

❖ How young people made effective use of digital resources to help them make 
informed decisions about future pathways. 

 
5.2 Opportunities provided to the most vulnerable in society, ideally identified through the 

Community Board, to develop digital skills and improved community participation. 
 

 
6. Supporting documents 
 
6.1 Case uses for BT immersive classroom.pdf 

6.2 Artist Impression of Immersive classroom 

6.3 Initial Branding Concepts. 
 
 
 
 

 
Head of Business Solutions 
Katrina Hassell 
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North Lanarkshire Council 
Report 
Transformation and Digitisation Committee 

  

☐approval ☒noting Ref  Date 18/11/20 
  

Contracts awarded below Committee approval threshold 
 
 

  From  Head of Asset and Procurement Solutions 

  Email  proudfootg@northlan.gov.uk Telephone Graham Proudfoot 
01698 403957 

 

 

 

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 
 

Executive Summary 
This report notifies the Committee of the contracts awarded between 1 July 2020 and 30 
September 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 Digitalisation Committee: 

 Note the content of this report and the accompanying appendix 
 

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

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

AGENDA ITEM 10
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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 July 2020 to 30 September 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) 

Pre-
Procurement 

Estimate 
(£’s) 

Successful 
Tenderer  

Supplies 
Services 
Works 

No of 
Tenders 

Received 

 

Route* 

Rental of Co-Location Data 
Centre 

21/07/2020 27/07/2020 26/07/2023 20/07/2023 £154,069.55 £200,000.00 Datavita Ltd Services 1 DAF3 

Netcall Telephony System 
Upgrade & Maintenance 2020-21 

30/07/2020 30/07/2020 29/07/2021 29/07/2021 £119,659.00 £119,659.00 Netcall Telecom 
Ltd 

Services 1 N 

Data Connectivity for Mobile 
Devices for Vulnerable Families 

10/09/2020 11/09/2020 10/09/2021 10/09/2021 £79,440.00 
 

£80,000.00 Cantium Business 
Solutions Ltd 

Services 1 DAF3 

 
*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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