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Executive Summary 

Through the Plan for North Lanarkshire and the approved Digital and IT Strategy, North 
Lanarkshire Council created a Driving Digital Locally sub-group as an enabling pathway 
to enable local communities to participate in designing and deploying modern digital 
council services which take cognisance of the scale of change anticipated within the 
Council but fully embraced the need to deliver secure and accessible online solutions for 
our communities to use. 
  
This report provides an update on progress up until December 2023, on the development 
of the Driving Digital Locally framework amongst key stakeholders, communities and 
elected members, and the deployment thereafter of digital (online) services and 
initiatives. 
  
Progress on several activities are highlighted within the content of the report including the 
progress of the Driving Digital Locally digital subgroup, results from Community Benefits 
realised through the Commsworld Connectivity Contract and the success and progress of 
the Intergenerational Project within retirement complexes in conjunction with local primary 
schools. The report further highlights new online services launched as part of the council’s 
digital journey and next steps to be progressed early in 2024. 
 

Recommendations 

It is recommended the Communities Committee:  
 
(1) Note the contents of this report.  
(2) Endorse the next steps outlined herein. 

  

The Plan for North Lanarkshire 

Priority  All priorities 

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

Programme of 
Work 

Digital North Lanarkshire 



1. Background 
 
1.1 As Members are aware one of the principles supporting the Council’s Digital North 

Lanarkshire theme within the Programme of Work to 2028 is Digital First, providing 
online, anytime services which meet the needs of our citizens.  To deliver on this 
principle, it is crucially important for the Council to truly understand those needs. The 
Digital North Lanarkshire theme therefore, looks to drive effective collaboration and 
engagement with our citizens, staff, and elected members. 
 

1.2 In March 2021 a detailed overview of the previous transformation programme,  
DigitalNL was presented to all nine Community Boards. As part of that presentation 
members of Community Boards were invited to become involved in a new initiative, 
Driving Digital Locally, to assist in the drive to multi-channel engagement. 

 
1.3 This group, which is a digital sub-group of the Community Boards, was set up in August 

2021 and consists of two members from each board area, representatives from across 
the council where there is a digital and communities’ responsibility, and key 
stakeholders from priority groups and voluntary organisations.   
 

1.4 The group meet virtually monthly and have an overall aim of maximising the use of 
digital services for communities across North Lanarkshire. A Terms of Reference has 
been developed and approved by the group. 
 

1.5 It has been previously acknowledged through the Community Boards that since its 
inception in August 2021 there have consistently been gaps in the membership of 
Driving Digital Locally with some board areas not represented.  Despite targeted work 
during 2022 and 2023, this remains an issue but does not hinder the overall delivery 
programme.  

 
2. Report 
 
Digital Subgroup Representation 
 
2.1 During 2024 the sub-group will continue to meet virtually, on a monthly basis, with the 

current chair, the representative from Northern Corridor approved as the continuing 
Chair.  The gaps in representation from both the Northern Corridor and Shotts areas 
continue but plans are currently being drawn up in conjunction with Community 
Planning Officers to fill those gaps during the year ahead. 

 
2.2 This work includes ongoing engagement with Cumbernauld Youth Forum with the aim 

of recruiting a representative on to the group.  This will ensure that the future work 
has youth representation. 

 
Progress to December 2023 
  
2.3  The subgroup has been working closely with Commsworld on the digital mapping 

exercise as part of the Commsworld contract and the community benefits contained 
therein.   The scope of this exercise and the detail of how the data would be collected 
were both approved at the previous meeting of this Committee in August 2023. 

 
2.4 The mapping exercise will provide a baseline and overarching view of all current 

activity, and allow for discussion on the “what, where and (through whom)” future 
digital activities need to be planned.  This work is recognised as a priority within the 
Local Improvement Plans (LOIPs) for each of the nine Community Boards.  

  



2.5  In order to ensure a robust collection methodology, Commsworld began the data 
collection process in September 2023, utilising various methods of engagement 
including face to face stakeholder engagements with members of the digital subgroup 
and partners who had an involvement in delivering digital services across the council 
area. 

 
2.6 In addition, to support the data gathering process, an online survey was designed to 

capture services being delivered in the community through smaller organisations. 
This was promoted by members of the digital subgroup through their own networks in 
their own communities. The council’s Community Planning Officers participated by 
promoting the survey through the Community Matters mailbox and the link to the 
survey was further promoted through the council’s social media platforms. Between 
the survey and the stakeholder engagements eighty-two responses were received.   

 
2.7  The data collected was recently entered into an interactive dashboard that residents 

would be able to navigate easily.  This dashboard has an inter-active map which is 
split into the nine Board areas, residents can click on their own area and find out what 
digital services are being delivered and how they can access them. 

 

2.8 During November and December 2023, the dashboard was presented to all nine 

Community Boards to allow communities to view and offer their feedback.  Feedback 
received from these sessions will be collated and reported to a future meeting of the 
digital subgroup to allow for discussion and next steps to be identified.   

 
2.9 Following this first, baseline stage, conversations are now underway with 

stakeholders as to how the dashboard will be updated, what the mechanism will be 
for the updates and the timings of those updates. The dashboard is live and Members 

can view using this link Community Digital Services (arcgis.com). 
 
Intergenerational Project 
 
2.10 A detailed update on the background to the Intergeneration Project was contained 

within the Driving Digital Locally report to this Committee in February 2023.  Members 
will recall the projects underway to encourage residents of retirement complexes to 
adopt technology.    

 
2.11  Three successful short courses have now been rolled out using a one-to-one buddy 

system linking tenants and pupils.  The tenants and pupils discuss the elderly tenants’ 
childhood memories from school life, food, songs etc, with the pupils then bringing 
elements of this to life digitally. 
 

• Drummond Drive, Wishaw, partnering with Thornlie Primary 

• James Dempsy Gardens, Coatbridge partnering with Greenhill Primary 

• Lorne Gardens, Salsburgh, partnering with Kirk O’Shotts Primary 
 
2.12 Discussions have taken place with colleagues in Education and Families about the 

possibility of extending the programme into other community areas. In addition, 
agreement has been reached with the Kilsyth representative on the digital subgroup 
and Secretary of the Kilsyth Senior Citizen Group to deliver a course during 2024 in 
partnership with Balmulloch Primary School in Kilsyth.  Meetings have also taken place 
with Glenboig Development Trust with an aim to develop a joint course with elderly 
residents in the Northern Corridor, whereby the Trust will provide the transport to bring 
the elderly residents to Glenboig for the course. 

 

https://experience.arcgis.com/experience/0dc8223bc8eb4c689892f604a110a394


Development of Online services: 
 
Business Waste/Bisaccount    
 
2.13 Work continues to encourage businesses in the area who purchase a waste 

collection service from the Council to register for a Bisaccount to facilitate online 
interactions with the council.   

  
2.14 Bisaccount is a service, provided by the Improvement Service, that aims to connect 

businesses to online public services – provided by North Lanarkshire Council in this 

respect – simply and securely. When reported in August 2023, 506 businesses had 

registered to transact digitally.  Members will recall being advised at that time that 

should businesses not sign up for digital transactions their service would be 

suspended.  Targetted communications activity and doorstepping exercises were 

carried out with approximately 300 businesses giving until 31st October 2023 to sign 

up before their service was suspended. These activities collectively proved to be 

positive.  Following the October deadline significant activity from businesses resulted 

in a total of 977 sign ups out of 1100 potential total.  This relates to 88.8% of 

customers signed up, and a further push to ensure the remaining businesses are 

underway.  

Special Uplifts   
 

2.15 A new online system to book and pay for special uplifts went live at the end of 

October 2023 for online bookings only and this is accessed through the Council's 
website.   

 
2.16 This new way of working will allow residents to book and pay for a special uplift 24 

hours per day 7 days per week at a time suitable to the resident. To help simplify the 
process, there is a list of popular electrical and non-electrical items provided.  
Residents record the quantity of these items, and the date of collection from the set 
dates provided.  

 
2.17 Residents are also able to amend their booking date and if required, cancel their 

bookings. Residents will receive email updates when a booking is made and when 
collections have been successful or otherwise. Residents will require a Myaccount to 
access the new online form. 

 
2.18 A communication plan was developed to support the launch of this new service and 

promoted though existing social media platforms as part of the “Its quicker to click” 
campaign. 

 

Debt Advice Online  

2.19 As part of the council’s digital journey, a new online system to help manage enquiries 
from those seeking support with debt was launched in November 2023.  This includes 
an online form for residents to request debt advice which will feed directly into the 
new Advice-Pro system.   

 

2.20 It will provide a confidential and accessible way, no matter of age, income levels, or 
backgrounds and has the functionality to allow residents to digitally sign required 
paperwork, upload evidence, and receive correspondence electronically.  Residents 
can make a request online, any time that suits day or night. This service is accessed 
through Myaccount.   



 
2.21 Communication to support the launch of the new service was developed and 

delivered through the various media, Gov Delivery, and the council’s social media 
platforms. Stakeholder engagement with third parties was also carried out to promote 
the new system to those partners who are working with those struggling with debt. 

 

Microsoft Early Adopters Group 

2.22 October 2023, saw the launch of our new Microsoft Early Adopters Group, set up to 

encourage and promote improved adoption of Microsoft products amongst staff. 

2.23 Seventy volunteers from across all services will be given access to pre released 

products and updates to test as part of their day-to-day work schedule.  They will 

provide early insight and learnings into how the changes will affect their technical 

ability to do their job before the innovative solutions are rolled out across the council.   

2.24 The group will provide help, guidance, and training on how to use M365 effectively 

and communicate new features within M365 products.  

2.25 To allow collaboration amongst staff we have created a community on Viva Engage 

(previously Yammer) and encourage all staff to join this community.  Staff can use it 

to offer any feedback or ask any questions they have in relation to any changes to 

digital tools.  Early adopters will be on hand to provide support and offer a work 

around or signpost to get the correct answer. 

2.26 A full communication plan is being developed to support this new Group. 

Awareness Raising  

2.27 In October 2023, members of the subgroup visited the newly upgraded immersive 

experience at Muirfield in Cumbernauld, this was an opportunity for the group to see 

and experience what the immersive experience first-hand and the benefits it bring to 

those who use it.  Feedback was very positive and discussion is now underway about 

how the group can ensure that communities of all age groups can access and take 

advantage of this resource 

2.28 In November 2023, one hundred tenants from across the area gathered at Newmains 

and St. Brigid’s Community Hub for the annual Housing conference.  The theme for 

this year was Living Local and key topics, included the cost-of-living crisis, supply of 

new council homes, antisocial behaviour and a presentation was delivered by the 

Engagement and Communication Lead for Digital North Lanarkshire on the council’s 

digital journey so far.     

Next steps  

2.29 The group have been invited to the launch of the newly refurbished Motherwell 
Library and brand-new Motherwell Digital Hub, at the end of January 2024, where 
they will have the opportunity to view the Letitia McKell Makerspace and experience 
the immersive pod. 

 

2.30 Following the success of last year’s Accelerate Digital Conference, discussion is now 

underway for 2024 conference. This will take place in May 2024, a final date, venue 

and theme has still to be agreed. 

  

https://web.yammer.com/teams/groups/eyJfdHlwZSI6Ikdyb3VwIiwiaWQiOiI0MDIzNzExMzM0NSJ9


 
3. Measures of success 
 

3.1  Success with be measured through the success of the digital subgroup as members 
support the digital work of the community boards and help improve the digital lives for 
people in North Lanarkshire. - Recruitment of a youth representation on the digital 
subgroup would be a measure of success.  Further success can be measured as the 
group progresses to the next stage of the mapping exercise with Commsworld. 

  
3.2 Further success will be evidenced through the uptake of the communities and 

partners who get involved in the intergenerational project and through an increase in 
the elderly tenants’ digital skills.  

 
3.3  Success can also be evidenced through success on the number of residents who are 

using our new online services to book and pay for special uplifts or who will request 
debt advice using the new online form. 

     

 
4. Supporting documentation 
 
  
N/A 
 
 
 

  
Katrina M Hassell   

Chief Officer (Business and Digital) 

 
  



5. Impacts 
 

5.1 Public Sector Equality Duty and Fairer Scotland Duty 
 Does the report contain information that has an impact as a result of the Public 

Sector Equality Duty and/or Fairer Scotland Duty? 
 Yes ☐ No ☒ 

 If Yes, please provide a brief summary of the impact? 
 

 If Yes, has an assessment been carried out and published on the council’s 
website? https://www.northlanarkshire.gov.uk/your-community/equalities/equality-
and-fairer-scotland-duty-impact-assessments 

 Yes ☐ No ☐ 

5.2 Financial impact 
 Does the report contain any financial impacts? 
 Yes ☐ No ☒ 

 If Yes, have all relevant financial impacts been discussed and agreed with 
Finance? 

 Yes ☐ No ☐ 

 If Yes, please provide a brief summary of the impact? 
 

5.3 HR policy impact 
 Does the report contain any HR policy or procedure impacts? 

 Yes ☐ No ☒ 

 
If Yes, have all relevant HR impacts been discussed and agreed with People 
Resources? 

 Yes ☐ No ☐ 

 
If Yes, please provide a brief summary of the impact? 
 

5.4 Legal impact 
 Does the report contain any legal impacts (such as general legal matters, statutory 

considerations (including employment law considerations), or new legislation)? 
 Yes ☐ No ☒ 

 If Yes, have all relevant legal impacts been discussed and agreed with Legal and 
Democratic? 

 Yes ☐ No ☐ 

 If Yes, please provide a brief summary of the impact? 
 

5.5 Data protection impact 
 Does the report / project / practice contain or involve the processing of personal 

data?   
 Yes ☐ No ☒ 

 If Yes, is the processing of this personal data likely to result in a high risk to the 
data subject? 

 Yes ☐ No ☐ 

 If Yes, has a Data Protection Impact Assessment (DPIA) been carried out and e-
mailed to dataprotection@northlan.gov.uk  

 Yes ☐ No ☐ 

5.6 Technology / Digital impact 

 
Does the report contain information that has an impact on either technology, digital 
transformation, service redesign / business change processes, data management, 
or connectivity / broadband / Wi-Fi? 

 Yes ☒ No ☐ 

 If Yes, please provide a brief summary of the impact? 

https://www.northlanarkshire.gov.uk/your-community/equalities/equality-and-fairer-scotland-duty-impact-assessments
https://www.northlanarkshire.gov.uk/your-community/equalities/equality-and-fairer-scotland-duty-impact-assessments
mailto:dataprotection@northlan.gov.uk


The DigitalNL Programme has collaboration and self-service at the heart of its 
design principles, with all appropriately reflected within both internal and external 
communications. 
  
The work being carried out through the IPAD/intergenerational project seeks to 
maximise the uptake and benefits of digital technology amongst elderly residents in 
the community and will have a positive impact on their health and wellbeing.  This 
will also address the impacts of digital exclusion within North Lanarkshire’s 
communities.  
 

 
Where the impact identifies a requirement for significant technology change, has 
an assessment been carried out (or is scheduled to be carried out) by the 
Enterprise Architecture Governance Group (EAGG)?  

 Yes ☐ No ☒ 

5.7 Environmental / Carbon impact 
 Does the report / project / practice contain information that has an impact on any 

environmental or carbon matters? 
 Yes ☒ No ☐ 

 If Yes, please provide a brief summary of the impact? 
 
Providing digital services that offer online, anytime access to services will have a 
positive environmental impact across several important areas such as minimising 
waste and recycling, thanks to the limited need for paper forms.  
 

5.8 Communications impact 
 Does the report contain any information that has an impact on the council’s 

communications activities? 
 Yes ☒ No ☐ 

 If Yes, please provide a brief summary of the impact? 
 
Communications is covered as part of the report. 
 

5.9 Risk impact 
 Is there a risk impact? 

 Yes ☐ No ☒ 

 

If Yes, please provide a brief summary of the key risks and potential impacts, 
highlighting where the risk(s) are assessed and recorded (e.g. Corporate or 
Service or Project Risk Registers), and how they are managed? 
 
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 Delivery Board 
monthly.  
 

5.10 Armed Forces Covenant Duty 

 
Does the report require to take due regard of the Armed Forces Covenant Duty (i.e. 
does it relate to healthcare, housing, or education services for in-Service or ex-
Service personnel, or their families, or widow(er)s)? 

 Yes ☐ No ☒ 

 

If Yes, please provide a brief summary of the provision which has been made to 
ensure there has been appropriate consideration of the particular needs of the 
Armed Forces community to make sure that they do not face disadvantage 
compared to other citizens in the provision of public services. 



 

5.11 Children’s rights and wellbeing impact 

 
Does the report contain any information regarding any council activity, service 
delivery, policy, or plan that has an impact on children and young people up to the 
age of 18, or on a specific group of these? 

 Yes ☐ No ☒ 

 

If Yes, please provide a brief summary of the impact and the provision that has 
been made to ensure there has been appropriate consideration of the relevant 
Articles from the United Nations Convention on the Rights of the Child (UNCRC). 
 

 
If Yes, has a Children’s Rights and Wellbeing Impact Assessment (CRWIA) been 
carried out?  

 Yes ☐ No ☐ 

 
 
 


