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18 November 2020 at 2 pm. 
 

A Remote Meeting of the TRANSFORMATION  AND  DIGITISATION  COMMITTEE 
 
 
 
PRESENT 
 
Councillor Duffy, Convener; Councillor Fisher, Vice-Convener; Councillors Barclay, Cameron, Carson, 
S. Coyle, Douglas, Farooq, Goldie, Hogg, Hume, Kelly, Linden, Masterton, McCulloch, McNally, Mooney, 
Roarty, Shevlin, Stubbs, Annette Valentine and Wilson. 
 
CHAIR 
 
Councillor Duffy (Convener) presided. 
 
IN  ATTENDANCE 
 
Head of Business Solutions; Head of Strategic Communications; Technology Solutions Manager; Education and 
Families Manager; Business Strategy Manager; Business Change Programme Manager and Democratic 
Services Manager. 
 
APOLOGIES 
 
Councillors Beveridge, Lennon and McNeil 
 
 
DECLARATIONS  OF  INTEREST  IN  TERMS  OF  THE  ETHICAL  STANDARDS  IN  PUBLIC  LIFE  ETC.  
(SCOTLAND)  ACT  2000 
 
1. There were no declarations of interest. 
 
 
 
POW  83  -  CUSTOMER  SERVICE  HUB  (CSH)  UPDATE  AND  "GO  LIVE"  DATE   -  4  NOVEMBER 
2020 
 
2. There was submitted a report by the Head of Strategic Communications providing (1) an update on 

progress and work undertaken by the Council 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; (2) reporting that following the detailed service sprint, Waste Solutions was the first 
service area to go live with "Report it" online forms and telephone enquiries being initial functions to 
be implemented; (3) intimating that the ability to apply for further services from Waste Solutions such 
as "requesting the Special Uplift" was due to be released by the end of November; (4) explaining that 
the phased approach was introduced to ensure that staff new to the CSH responsibilities, alongside 
the remaining staff in Waste Solutions who would continue to deal with Environmental and Pest Control 
enquiries, had sufficient capacity to cope with potential demand; (5) outlining the work of the CSH 
project team, which had been chaired by the Head of Strategic Communications and comprising 
representatives from Business Solutions, People and Organisational Development, Financial 
Solutions and Housing Solutions and providing detail on a number of key decisions it had made; 
(6) detailing the training which had been put in place for CSH employees, in both the Customer 
Relationship Management (CRM) system and customer care procedures; (7)  intimating that the 
ultimate aim was to consolidate all Council telephone numbers to a single number published on the 
Council's website however, in the first instance, this telephone number would only appear on the 
Waste website page, and (8) providing detail on the ongoing communications plan. 
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Decided:  
 

(1) that 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 be noted; 

 
(2) that it be noted that the CSH telephone number would initially only be published on the Waste 

Solutions page of the website and would only be published on further services areas web 
pages as these migrate to the CSH, and 

 
(3) that otherwise, the contents of the report be noted. 

 
 
 
POW  3.1  –  RISK  MANAGEMENT  –  DIGITAL  NL 
 
3. There was submitted a report by the Head of Business Solutions (1) highlighting the risk management 

arrangements for the Digital NL programme including progress with reviewing, assessing and 
managing risks from the detailed design phase to current strategic delivery and considering how the 
programme had adapted as the Council responds to Covid-19 and the resulting impacts on the 
programme risks; (2) explaining that in line with the requirements of the Council's Risk Management 
Strategy and Programme Management Framework, risks associated with the Digital NL programme 
are reviewed on an annual basis which had last taken place in January 2020 and had resulted in a 
number of proposed changes to the Risk Register as detailed in the report; (3) outlining the next steps 
in relation to risk management, and (4) attaching, as Appendices to the report, details of a definition 
of risk categories and a list of the top five risks identified. 

 
The Head of Business Solutions provided a presentation to the Committee in supplement to the report. 
 
Decided:  
 
(1) that the current status of risks identified as key risks for 2020-21 for the Digital NL programme 

be noted; 
 

(2) that the progress to date with risk management requirements as the Digital NL programme 
moves into build and implementation phases be noted; 

 
(3) that the next steps outlined within the report to continue to improve the governance for the risk 

management requirements be endorsed, and 
 

(4) that otherwise, the contents of the report be noted. 
 
 
 
DIGITAL  NL  PROGRAMME:  FINANCIAL  MONITORING  REPORT  1  APRIL  TO  18  SEPTEMBER  2020  
(PERIOD 06) 
 
4. There was submitted a report by the Head of Business Solutions (1) providing an update on the capital 

and revenue financial monitoring positions of the Digital NL programme, and highlighting the 2020/21 
provisional outturn position and resulting variances for the period ending 18 September 2020 
(Period 6); (2) providing narrative on the profiled capital spend against allocated resources, and 
(3) outlining a number of considerations considered appropriate to bring to the Committee's attention. 
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 Decided:  
 

(1) that the 2020/21 financial performance of the revenue and capital budgets of the Digital NL 
Programme be noted; 

 
(2) that the differential in profiled capital spend versus resources, as outlined in paragraph 2.2.1 

of the report, be noted, and 
 

(3) that the considerations stated within paragraph 2.4 of the report be noted. 
 
 
 
POW 003 – BENEFITS MANAGEMENT APPROACH 
 
5. There was submitted a report by the Head of Business Solutions providing an update on the progress 

to date of the Benefits Management Approach together with an overview of the current position 
regarding benefits, realisation and outlining the next steps (1) reminding the Committee that the 
approach to Benefits Management and associated documentation, including the benefits tracker 
outline modelling, had been approved by the Digital NL Delivery Board on 27 February 2020 and that 
the approach was designed to ensure benefit realisation drives all activities and decision making, 
ensuring that the Council delivers the most value from the investment against strategic priorities; 
(2) reporting on progress of the Benefits Management Approach; (3) detailing the various stages of 
the approach and explaining that there are several dependencies associated with shared responsibility 
between all stakeholders throughout the stages; (4) informing the Committee that over the course of 
the period June to August 2020 further development of the benefits tracker had taken account of any 
movement in assumptions since the creation of the final business case and that regular updates 
continued to be provided to the Digital NL Programme Management Office; (5) highlighting that, due 
to the Covid-19 crisis, constraints and conflicting priorities had arisen with internal work ongoing 
including a review of the service provision and productivity, and (6) outlining the next steps to further 
progress the benefits realisation. 

 
Decided:  

 
(1) that the Benefits Management Approach approved at the Digital NL Delivery Board in February 

2020 be noted; 
 

(2) that the current position regarding benefits realisation be noted, and 
 

(3) that the next steps, as detailed in the report, be approved. 
 
 
 
POW 003.1  -  DIGITALNL  BUSINESS  PARTNERSHIPS  -  COMMUNITY  BENEFIT  UPDATE  AND  
PROPOSED  RECOVERY  PLAN 
 
6. There was submitted a report by the Head of Business Solutions reminding the Committee that the 

Council's DigitalNL Transformation Partners, PwC and Agilisys are both required to deliver Community 
Benefits under their contractual arrangements with the Council (1) describing the impact of the 
Covid-19 lockdown in curtailing planned activities and limiting their potential for wider Community 
Benefit development and rollout; (2) identifying some progress undertaken by the Council's partners 
with such initiatives being outlined within the report; (3) intimating that notwithstanding the efforts 
already undertaken by the partners, significant concerted effort was now required by them and the 
Council if the contracts are to deliver lasting and meaningful Community Benefits in advance of the 
contract termination dates in 2022; (3) identifying 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 a presumption in favour of working 
from home wherever possible, and (4) 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 
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requirements and proposing that six monthly reporting to this Committee would enable it to maintain 
oversight and scrutiny of the process and to measure the impact of Community Benefit outcomes. 

 
Decided:   

 
(1) that 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 be noted;  

 
(2) that it be noted that where existing Community Benefits may continue to be delivered by PwC 

and Agilisys, there would be a shift in focus to concentrate on remote and online delivery; 
 

(3) that all parties should prioritise activities and efforts to realise the Community Benefits, and 
 

(4) that the heightened monitoring and reporting proposals outlined in the report, including the 
new requirement for monthly updates to the DigitalNL Projects Board, be approved. 

 
 
 
POW 069  -  DIGITALNL  -  COMMUNICATIONS  AND  ENGAGEMENTS  ACTIVITY 
 
7. There was submitted a report by the Head of Business Solutions highlighting that the Covid-19 crisis 

had placed an accelerated need for Digital Transformation across both the private and public sectors 
to meet the shift in customer requirements and to achieve essential cost savings given the budget and 
resourcing constraints that would be put in place for the foreseeable future (1) contextualising the 
capabilities that the Council now has to offer a digital front door to services and the growing 
opportunities available for assistance to conduct seamless, end to end online transactions that provide 
value for money and deliver on customer expectations; (2) outlining 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; (3) summarising the external communication that 
has taken place in respect of the Council's website redesign, and (4) detailing the next steps to be 
undertaken to progress this area of work. 

 
Decided: that the contents of the report be noted. 

 
 
 
DIGITALNL  WEBSITE  AND  DIGITAL  PLATFORM  RESILIENCE 
 
8. There was submitted a report by the Head of Business Solutions (1) informing the Committee that the 

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 to 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; (2) providing the 
Committee with an explanation of high level system design and build architecture, and associated 
availability arrangements in place, to provide the desired level of resilience; (3) detailing the disaster 
recovery and resilience protocols in place; (4) highlighting the assessments that are undertaken during 
the determination of business continuity planning, and (5) advising that the Azure offering to which the 
Council has subscribed incorporates options for increased resiliency and disaster recovery which 
provide different levels of guaranteed high availability and of disaster recovery against which services 
must undertake a business impact assessment of the criticality of their individual applications to 
determine what level of availability and potential disaster recovery their systems require. 

 
Decided: that the contents of the report, and assurances in relation to the resilience and system 

availability for the new website and customer portal, be noted. 
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5G  ENABLED  IMMERSIVE  EXPERIENCE  POD  -  MUIRFIELD  COMMUNITY  FACILITY 
 
9. There was submitted a report by the Head of Business Solutions informing the Committee that the 

Council was currently in dialogue with BT Openreach to develop a 5G use case within the Council 
boundary area and that the Muirfield Community Centre had been identified as a possible site as a 
result of the area surrounding the centre demonstrating the availability of 5G connectivity (1) reporting 
on the various stages and process required to be undertaken prior to the commencement of the 
enablement including business standards and engagement with the centre's owner, CLNL; 
(2) reporting on the already familiar business relationship between the Council and BT Openreach; 
(3) providing details of the proposed use which 5G enabled space within the centre could provide, 
especially in the areas of education, sport and leisure, the arts, professional services, life events and 
content creation, and (4) providing details of the financial implications of proceeding with this project 
including costs associated with the Council and those with BT Openreach. 

 
Decided:  

 
(1) that the contents of the report be noted, and 

 
(2) that the inward investment undertaken by BT, and the ultimate ambition of having a digital 

resource available to support the learning requirements and experiences of the local 
community, be acknowledged. 

 
 
 
CONTRACTS  AWARDED  BELOW  COMMITTEE  APPROVAL  THRESHOLD 
 
10. There was submitted a report by the Head of Asset and Procurement Solutions notifying the 

Committee of contracts awarded between 1 July and 30 September 2020 with a value below the 
financial threshold requiring Committee approval. 

 
Decided: that the content of the report be noted. 

 


