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Executive Summary

Since 2019, the council has been actively delivering the vision for a Digital North Lanarkshire
to support the ambition set out in The Plan for North Lanarkshire with plans to achieve Digital
Communities, a Digital Economy, and a Digital Council providing the focus for activities. To
guide and support the drive for a Digital North Lanarkshire, a five-year Digital and IT Strategy
was established and approved in June 2019. This was subsequently kept under review and
regularly updated to ensure it remained current and relevant in the modern digital world.

With the new Programme of Work to 2028 and seven priorities for delivery approved in March
2023, the opportunity was taken to realign the Digital and IT Strategy accordingly and firmly
establish what it means to be digital and move from doing digital to being digital - and reaffirm
the underlying imperative to delivering on the vision which is that digital is everyone’s business.

A three-year Digital and IT Strategy (‘the Strategy’) was therefore developed for 2024 to 2027
to provide a clear direction and ensure a common shared understanding of the journey that
needs to be taken to achieve a Digital North Lanarkshire. This also makes it clear how digital
will support delivery of the other six Programme of Work priorities and where resources need
to be targeted through a one council approach.

Following approval of the Digital and IT Strategy for 2024 to 2027 at the Policy and Strategy
Committee in March 2024, it was also approved that “the Committee receive updates on
implementation of the Strategy on a six-monthly basis”. This report herewith therefore provides
the first six-monthly update since implementation of the new Strategy.

Recommendations
It is recommended the Policy and Strategy Committee:

1)  Note the contents of this report.
2)  Endorse the next steps outlined herein.

The Plan for North Lanarkshire

Priority All priorities

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

Programme of Work  Digital North Lanarkshire

Ambition statement
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Background

As Members are aware the vision for a Digital North Lanarkshire, with investment
targeted in digital and technological solutions that will be most benefit to the people and
communities of North Lanarkshire, aims to help realise inclusive growth and prosperity
for all in line with the council’s long-term ambition in The Plan for North Lanarkshire.

Digital North Lanarkshire is one of seven priorities within the Programme of Work for
2023 to 2028 (as approved at the Policy and Strategy Committee in March 2023).
Through the delivery of the Digital North Lanarkshire priority, Programme of Work
activities will focus on developing a skilled digital workforce, promoting an innovative
sustainable culture, and providing digital leadership for an evolving North Lanarkshire.

In March 2024, Policy and Strategy Committee approved the Digital and IT Strategy (‘the
Strategy’) for 2024 to 2027. The Strategy is key to providing the direction to deliver a
Digital North Lanarkshire which looks to build on successes achieved to date whilst
embedding digital thinking into everyday behaviours and actions to ultimately embrace a
digital first approach to service delivery.

At the Policy and Strategy Committee in March 2024 a commitment was made to ensure
that the Digital and IT Strategy for 2024 to 2027 would be kept under review during its
lifecycle and an annual update progress with implementation reported to the Policy and
Strategy Committee. However, Elected Members requested that the strategy be the
subject of six-monthly reporting, with this report therefore representing the first of a series
of updates on the Council’s progress in achieving the digital aspirations set out in the
Strategy.

2.1

2.2

2.3

2.4

Digital and IT Strategy for 2024 to 2027 (‘the Strategy’)

The council’'s Programme of Work to 2028 sets out plans for a Digital North Lanarkshire
to increase the scale and pace of change and achieve coherence across all areas of
work. It represents the ‘delivery arm’ of the Strategy, ensuring that focus is retained on
our Digital Communities, Digital Economy, and Digital Council aspirations.

For the Strategy this means embedding digital thinking into everyday delivery, embracing
digital technology to do business significantly differently, and always considering a digital-
first approach. This requires a focus on skills, culture, design, and empowerment of the
workforce, all of which are being progressed through the Digital North Lanarkshire
Programme of Work themes.

The Strategy 2024 to 2027 recognises that technology can offer so many benefits for the
people and communities in North Lanarkshire - it can support people to live
independently in their own homes, it can enable seamless end to end processes to fulfil
requests for service, it can mean vulnerable people get more joined up help when it really
matters, it can provide a way to better use data to monitor and manage demand and
improve the delivery of services to the public. It is key to connecting people and
communities with place and improving their quality of life by providing access to new
opportunities, new ways of working, learning, and doing business, and new ways to
ensure quicker and easier access to essential care, supports, and services.

As such, the key points that shaped the development of the new Strategy are
summarised below:

Ensuring a shared context and common shared understanding in terms of what it
means to be digital, what the Digital and IT Strategy aims to achieve and how, and
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2.6

within what context is this to be delivered (i.e. the context within the council and
across North Lanarkshire and the wider local government environment).

Having strategic principles in place to guide behaviours and actions and ensure that
being digital is everyone’s business. This includes establishing the business and
digital capabilities critical to the success of the Strategy.

Making it real - firmly establishing what digital transformation actually means and
how it can make a difference to people’s lives and support the transformation of
North Lanarkshire’s communities. To do this, digital transformation must be seen as
the means to a clearly defined end; not the end in itself.

Delivering digital solutions safely and securely, within an environment where rapid
technological advancements bring increased vulnerability to cybersecurity threats
and the need to prioritise digital security measures.

Reiterating that communication, enabling transformation within existing resources,
and enhancing skills are critical to the successful deployment of the new Strategy.
As such, these are reflected in the Strategy itself in terms of the next steps and key
areas for delivery during 2024/25 through the supporting Digital North Lanarkshire
Programme of Work.

The extent of digital transformation that has been required to build the solid technological
foundations now being experienced should not be underestimated. Establishing the
foundations for North Lanarkshire’s digital vision represented a significant shift in mindset
and culture in terms of how the council conducts its business and a greater emphasis on
the public interacting and using council services through digital methods. While this shift
towards digital methods of working benefits people who interact with the council most, it
also enables council employees to work in a more efficient and effective manner.

Awide range of different stakeholders and groups are therefore continuing to be impacted
by digital transformational activity in striving to realise the vision for a Digital North
Lanarkshire. As such, enabling the people and communities of North Lanarkshire to thrive
in a digital world, while ensuring that no one is left behind, requires digital to be embedded
at the centre of the way the council operates. In practice this means that implementation
of the Digital and IT Strategy is underpinned by six principles designed to guide
behaviours and actions and ensure that being digital is everyone’s business (as noted in
paragraph 2.4 above). This means that people always come first regardless of the activity
being delivered. These six principles are summarised below, further details are set out in
the Digital and IT Strategy for 2024 to 2027.

1. Employees first

The council is committed to developing its staff and creating opportunities to attract and
retain talent identified through workforce plans.

In practice this means: Employees will be equipped with the appropriate tools to do their
job and to adapt to changes in an increasingly fast changing digitally enabled
environment.

Achieved so far: Appendix 3 highlights the wide range of tools and enabling technologies
available to assist employees with workloads. These include -
- The Microsoft 0365 suite is “evergreen”, with software continually updating to ensure
ongoing relevance in a fast-changing world
On-line chatbot to signpost enquiries making it easier for staff to track
On-line forms and SharePoint development to aid retrieval and storage of document
and the development of one-stop shop portals
Enhanced on-line training facilities available 24/7.
Utilising Power Automate and Co-pilot to streamline internal business processes.

2. Digital first
Digital First approaches become mainstream across the organisation with digital default,


https://www.northlanarkshire.gov.uk/your-council/council-strategies-and-plans/council-strategies/digital-and-it-strategy

and hub-based access and services, replacing traditional channels.

In practice this means: Embedding modern and innovative digital and technological
solutions that improve council and public interactions and provide a connected digital
experience. Council services are more efficient and face to face contact is reduced in
favour of digitised services. Digital platforms are used to reduce demand and provide
personalised end to end services to the public.

Achieved so far:

- 50 processes/services now available for public interaction on the Council website
On-line only system developed and available for businesses wishing to apply for
permits
Business enquiry system developed and available 24/7 to enhance efficiency and
convenience for managing business-related requests
The transfer into a paperless office continues with the focus on utilisation of different
technologies including document imaging, workflow automation and cloud storage.

3. Inclusive

Digital exclusion is less of a concern.

In practice this means: People, businesses, and communities need to have the means
to thrive online and be able to work, learn, access information and services, and connect
with other people and organisations every day. They need to be consulted with when it
comes to significant transformations that are being made to the services they rely on,
and they need efficient ways to access council services and get what they need at the
first point of contact. The focus will remain steadfast on the outcomes that require to be
achieved from the user’s perspective, recognising that the pandemic had exacerbated
digital exclusion and increased the need for the council to identify and address barriers
and inequalities to make sure that no one is left behind. This means the council will
continue to ensure that activities undertaken understand the needs of those experiencing
digital exclusion and there is a strategy put in place to ensure equity and access for all
residents and communities and groups with limited digital proficiency and access to in-
person navigation support and internet access.

Achieved so far:

- Expansion of the inter-generational project to additional retirement complexes and
senior citizen groups to encourage residents to see first-hand where technology
adoption can be beneficial and enriching
Engagement through the Driving Digital Locally sub-group on the online mapping
service (Digital Community Services) and Public Wi-Fi proposals.

Initial delivery of our Public Wi-Fi service into community buildings, with Motherwell
Library, Time Capsule, Community Hubs and all Secondary schools fully operational.

4. Innovative

The council innovates with high functioning analytics for problem solving.

In_practice this means: Employees will make best use of digital tools and solutions
available to manage demand, enhance ways of working and productivity, and optimise
service delivery. Insights and evidence are essential to support informed decision making
and service planning. Data analytics and predictive algorithms should be easy to access
and to use every day to help identify, analyse, and anticipate problems.

Achieved so far:
Standing up of Business Intelligence (Data Hub) centre of excellence to create a
front-facing portal for corporate and service data to support decision-making
Creation of Innovation Fund to support services to embrace digital to do business
significantly differently
Refit of Motherwell Library to include a digital hub with high-tech resources to
encourage innovation and effective learning experiences and support digital skills




development.

Development of six proofs of concept to utilise co-pilot studio and chatbot
development in areas of high volume to reduce waiting times for customers and
minute taking to increase efficiency in administrative support areas.

5. Adaptable

The council’s technology, workforce, and public spaces are flexible and adaptable to
change.

In practice this means: It is recognised that digitisation is underpinned by technology that
is evolving at an exponential rate of change and therefore the council needs to actively
seek opportunities to explore new and emergent technologies that can help deliver
improved care, supports, and services and improve outcomes for the people and
communities of North Lanarkshire.

Achieved so far:
Opening of a new tech flat facility to see the “art of the possible” when applying
technology to support the most vulnerable in our communities.
Using 5G to deploy loT (Internet of Things) sensors to circa. 100 properties as part
of a ‘smart and connected social places’ initiative looking to harness connectivity to
capture data to keep people safe, well and socially connected in their own homes
Development of Scotland’s only public library immersive pod as referenced above.

6. Connected

The council is highly connected with other organisations.

In practice this means: The council recognises that digitisation delivers better benefits
through collaborative approaches. This means the council is highly networked with other
organisations and collaborates at a community, local, regional, and national level, and
across the public, private, voluntary, and academic sectors.

Achieved so far:

- Participating in the Scotland-wide data agreement project.
Collaborating with the Digital Office for Scotland on the development of the Target
Operating Model for the Digital ‘To Be’ State using the framework of Workforce,
Process, Information and Technology.
Participating in the DSIT (Department for Science Innovation & Technology) 5G GCR
(Glasgow City Region) programme regarding scope to use loT to deliver Zero
Carbon Homes and inform activities within the Smart and Connected Social Places
initiative referenced above.

Digital North Lanarkshire Programme of Work

2.7

2.8

29

Delivery of the Strategy will be achieved through the Digital North Lanarkshire
Programme of Work to 2028. As members are aware, the Strategy and related
Programme of Work (PoW) contain 12 key deliverables and 48 projects/activities, with all
categorised as: (a) Digital Culture, Leadership and Knowledge; (b) Improved Customer
Experience; (c) Digital First Operations or (d) Performance Optimisation, as illustrated
within Appendix 1.

Throughout 2024/25 to date these deliverables and projects / activities have been
monitored through the Digital North Lanarkshire Programme of Work Strategic Board via
a corporate quarterly monitoring process; applied consistently across all seven
Programme of Work priorities. Such monitoring requires designated officers to consider
delivery against six dimensions (scope, cost / budget, quality, resources, risk, and within
time / on schedule), and to also advise of % completed status of each project / activity.

An overview of progress against the 12 high-level deliverables — and therefore
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deployment of the Digital and IT Strategy to date — alongside a key defining the RAG

status applied - is set out in Appendix 2. This shows that:

o In terms of delivery within the six dimensions - 8% of the deliverables have been
assigned a Blue RAG status, 6% a grey status (not yet due to start), i
and Additional commentary regarding these assessments is also
included in the update provided in Appendix 2.

. Interms of the overall completed status of the Digital North Lanarkshire Programme
of Work:

- 94% of delivery plan actions have commenced to the initiation stage (6% are
not yet due to start).

- 63% of delivery plan actions have reached the planning and set up stage.

- 48% of delivery plan actions have reached the delivery and ongoing
management and monitoring stage.

- 8% of delivery plan actions are complete or at the final closure stage.

The Strategy also recognises that achieving the vision for a Digital North Lanarkshire is
heavily dependent upon its key components and critical activities being understood and
accepted, and thereafter systematically deployed and implemented, across all relevant
areas of the council. As such, and as noted in paragraph 2.4, communication, enabling
transformation within existing resources, and enhancing skills are critical to the
successful deployment of the new Strategy and work to date in this respect includes the
following:
- Communication
In recognising that digital albeit a key enabler for the entire Programme of Work, is
often perceived to be ‘technical’, Business and Digital are working to develop a visual
‘Strategy on a page’ to highlight how digital capabilities can be used to deliver
services, care and supports to our communities as they move through the ‘ages and
‘stages’ of their lives. Although this is still work in progress, an early draft is included
at Appendix 3 for committee consideration.
Enabling transformation within existing resources
The Performance Optimisation activity group fully recognises the financial
challenges facing the Council and acknowledges that such reduces the likelihood of
new funding becoming available to meet the recurring costs of any new digitisation
initiatives or products identified by Programme of Work strategic boards. This group
is currently focussed on capturing existing ICT-related spend across the Council,
with a view to determining whether such spend represents good longer-term value.
The group will ultimately assist the Council in aligning its scarce financial resources
with critical enabling technologies, with any savings identified from terminating or
merging existing technologies being held aside to fund any recurring costs of
essential digitisation products or initiatives. One-off costs of new products have
scope to be funded from the Innovation Fund referenced earlier, provided such
satisfies approved eligibility criteria.
Enhancing skills
Through an ‘Early Adopters’ officer group, services now have access to guides,
communications and ‘top tips’ on how to make the best use of the Microsoft products
the Council has invested in. This group are also testing Co-Pilot to assist in
identifying how such could be used to support effective deployment of our digital
vision.

Next steps

2.1

In line with the motion approved by the Policy and Strategy Committee in March 2024,
the Committee will continue to receive updates on the implementation of the Strategy
on a six-monthly basis.

Measures of success



3.1 Success with be measured through the delivery of the activities associated with the four
sub-groups of the Digital North Lanarkshire Programme of Work Strategic Board.

4. Supporting documentation

4.1 Appendices
* Appendix 1 - Roadmap to a Digital North Lanarkshire.
*  Appendix 2 - Summary of progress in delivering the Digital North Lanarkshire
Programme of Work
* Appendix 3 - One page strategy (draft)
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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 O

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

An Equality / Fairer Scotland Duty Impact Assessment was undertaken when
developing the Digital and IT Strategy 2024 to 2027. This assessment highlighted
key impacts may exist for older people, low-income groups, those with a disability,
and people who are homeless, asylum seekers or whose first language is something
other than English

This strategy aims to place digital at the heart of what people do on a day-to-day
basis. There is a recognition that the needs of certain vulnerable groups require to
be considered throughout the journey to a digital environment. The strategy ensures
that no one is digitally excluded and there is an opportunity to improve people’s lives
by using digital solutions, technology, and skills.

Given that deliverables aim to improve the connectivity and accessibility of North
Lanarkshire as a place, and the ability of local people and communities to gain the
skills and confidence required to help them benefit from the opportunities of being
digitally connected, the activities detailed throughout this report positively address
the impacts which were identified during the assessment. By placing people at the
centre of the strategy and the Driving Digital Locally digital subgroup continuing to
play its key role in enabling enable local communities to participate in designing
and deploying modern council services and ensuring that no one is left behind or
digitally excluded, this will ultimately have an impact to advance the general
equality duty to eliminate discrimination, improve equality of opportunity and foster
good relations to tackle a diverse range of issues and challenges. For example, the
work being carried out through the IPAD/intergenerational project has improved
elderly residents’ access to and understanding of technology within their
community. This alongside deployment of improved connectivity, Public Wi-Fi, and
Digital Community Services (the online mapping tool) all positively address the
impacts of digital exclusion within North Lanarkshire’s communities.

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/chief-executives-eqia/digital-and-it-
strategy-equality-impact-assessment

Yes No O

5.2

Financial impact

Does the report contain any financial impacts?

Yes No UJ

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

Yes No O

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

The Digital and IT Strategy recognises that change must be enabled within existing

financial resources. Paragraph 2.10 provides details of the approach being adopted
to achieve this.

5.3

HR policy impact
Does the report contain any HR policy or procedure impacts?
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Yes O No

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

Yes O No O

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 O No

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

Yes O No O

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 O No

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

Yes O No O

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

Yes O No O

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 O

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

The Digital North Lanarkshire Programme of Work has collaboration and self-
service at the heart of its design principles, with all appropriately reflected within
both internal and external communications.

The Digital North Lanarkshire Programme of Work also envisages significant
changes to applications, software, hardware, and connectivity, with all duly
considered for security, compliance, Digital First, and Enterprise Architecture
perspectives through the key governance groups of the Enterprise Architecture
Governance Group (EAGG) and Data Governance Board (DGB). Appendix 2
provides further details of technical changes being progressed in furtherance of the
Strategy, primarily through the Digital First Operations Steering Group.

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 UJ

5.7

Environmental / Carbon impact

Does the report / project / practice contain information that has an impact on any
environmental or carbon matters?

Yes No O

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.
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5.8

Communications impact

Does the report contain any information that has an impact on the council’s
communications activities?

Yes No O

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

Communications activities are detailed within the report.

5.9

Risk impact

Is there a risk impact?

Yes O 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, with all required processes strictly followed, and all high-level
risks and issues regularly reported to the Digital North Lanarkshire Programme of
Work Strategic Board.

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 O 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 U

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).

As noted in the report to Policy and Strategy Committee in March 2024, a
Children’s Rights and Wellbeing Impact Assessment was undertaken and the key
findings in this respect include that implementation of the Digital and IT Strategy
2024 to 2027 is considered to have an indirect impact as the strategy is not directly
aimed at children but will have an impact on them. In particular, article 2 (non-
discrimination) and article 23 (children with a disability). It is recognised that the
rights of the child, and the needs of certain groups, require to be considered
throughout the journey to a Digital North Lanarkshire. The Strategy aims to ensure
that no one is digitally excluded and there is opportunity to improve people’s lives
though digital technology, solutions, and skills.

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

Yes No O




Appendix 1
Roadmap to a Digital North Lanarkshire

Digital culture, leadership and | Improved customer Digital first operations

knOWIedge experience 8. Ensure useful, secure, compliant, and

digital first applications are available
to support critical but streamlined
service delivery.

1. Create a mature and sustainable 5. Ensure a connected / integrated
culture across the organisation to digital experience to facilitate users
ensure that digitisation of council to transition to efficient digital and
services provided to the public hub-based services and become 9. Facilitate fibre-enabled innovation to
successfully transition them to empowered to be self-managing and maximise the full potential of Internet
achieve the outcomes specified digitally active. of Things (IoT) and Artificial

within The Plan for North : . P
= . Implement smart community hubs to Intelillgenc? (A1) technologies in
ERnssichiss service delivery.

improve access to omni-channel,
Develop digital leaders to facilitate digitally enabled services, and 10. Ensure single source of data to
behavioural change required to experiences. provide insights and evidence that
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g 5 . Ensure accessible data to improve suppt..)rt decision making and service
existing resources. planning.

public reporting and transparency,
Develop and deploy a self-adapting streamline effortinvolved in request
redesign framework to accelerate for information processes, and
digital business transformation of leverage business development
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Support development of a skilled
workforce to foster consistent
knowledge, improve digital adoption,

and accelerate digital-first business 6.Smart
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publif: 3 4. A skilled
transitions. workforce.
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support change. 3. A framework to
support the
acceleration of

change.



Appendix 2

Theme / Deliverables (approved at Policy |start end
Programme and Strategy in September 2023) |date date
Digital culture, | Develop and deploy a self- Sep-23 | Mar-24
leadership, adapting redesign framework to
and knowledge | accelerate digital business

transformation of critical council

functions.
Digital culture, |Create a mature and sustainable | Sep-23 | Dec-25

leadership,
and knowledge

culture across the organisation to
ensure that digitisation of council
services provided to the public
successfully transition them to
achieve the outcomes specified
within The Plan for North
Lanarkshire.

Overall
delivery RAG
assessment

green

Completed
status

Position as at June 2024
(including narrative where RAG status is Red or Amber)

Completed or
at closure
stage

Following approval of the Programme of Work to 2028 in March
2023, a portfolio approach was developed for the supporting
governance arrangements and work was undertaken to integrate
change management into the Project Management Framework.
Input from a group of service representatives and self-evaluation
with the Operational Management Team informed the concept for
a Change Management Toolkit to serve as a self-service
mechanism and dynamic online resource (not a static document)
able to evolve along with new practices, new learning, and
learning from experience as progress is made in delivering the
Programme of Work.

The operating principles of the Toolkit are to provide, ideas,
insights, lines of thought, and a range of tools to help those
leading, managing, implementing change to do so within the
context of their own situation, service, function, project, or team
undergoing the change and within the context of the outcome /
end result that the change ultimately aims to achieve. The Toolkit
also sets out a range of Tools and Techniques which can be
picked up and used as and when needed depending on what the
requirements of the change initiative (and the people managing
the change) are, to be able to provide people managing /
implementing a change with the reassurance that they are
following tried and tested methods and guidance.

At delivery and
ongoing
management
and
management
stage.

Research continues using Gartner to understand the as is and the
future state requirements for the organisation. This includes a 5
steps to culture model to help inform developments. Data and
findings from the health and social care digital maturity
assessment have also been shared to help inform the council's
approach. Following a review of all research the maturity
assessment questions are being prepared for discussion with the
subgroup and Early Adopters to ensure consistency of messaging
and ideas.

Using the previous digital skills survey from 2021, a new Digital
Survey has been published for staff.




Theme / Deliverables (approved at Policy |start end
Programme and Strategy in September 2023) |date date
Digital culture, | Develop digital leaders to Nov-23 | Jun-24
leadership, facilitate behavioural change
and knowledge | required to enable service

transformation within existing

resources.
Digital culture, | Support development of a skilled | Mar-24 | Apr-26
leadership, workforce to foster consistent
and knowledge | knowledge, improve digital

adoption, and accelerate digital-

first business capabilities.
Improved Ensure a connected / integrated | Apr-23 | Jun-25
customer digital experience to facilitate
experience users to transition to efficient

digital and hub-based services
and become empowered to be
self-managing and digitally
active.

Overall Completed Position as at June 2024
delivery RAG |status (including narrative where RAG status is Red or Amber)
assessment
At initiation + Initial discussions have taken place on the specific educational
stage. programme currently in existence and aligning this to the needs of
a council wide leadership programme to incorporate digital
capabilities, including cognitive transformation (thinking
differently), behavioural transformation (acting differently), and
emotional transformation (reacting differently).

» Research work continues to understand the future state
requirements for the organisation with digital leadership core
competencies and approaches.

At initiation »  Work has commenced on identifying the appropriate format for a
stage. self-assessment tool to allow staff to understand their current

level of digital skills and undertake further learning, as
appropriate, to upskill the council's workforce to be more digitally
capable.

Modules on LearnNL are available to all staff and investment
continues in the flexible workforce development fund in digital
skills.

The existing education programme has been shared and an
assessment of a test of change is now under consideration.

At delivery and
ongoing
management
and
management
stage.

MOT and taxi compliance, and road permit online processes, now
live and contract signed for new corporate booking system to
support the development of systems and portals to enable
residents to engage, report, request, and pay for services.
Business support case management and legal case management
systems are also live.

Robotic process automation and artificial intelligence centre of
excellence established and four bootcamps run for staff covering
uipath, co-pilot, power automate, and power apps. Following this
six proof of concepts are in development which include a chatbot
for council tax and household waste, knowledge management
hub to enable chatbot functionality within the customer services
hub, and a telephone chatbot to deal with missed bin enquiries,
customer complaints and customer enquiries. In preparation for
launch of the chatbot - and to enhance its use - a refresh exercise
is underway regarding content held on the council’s website. Two




Theme / Deliverables (approved at Policy |start end
Programme and Strategy in September 2023) |date date
Improved Implement smart community Sep-23 | Mar-26
customer hubs to improve access to omni-
experience channel, digitally enabled

services, and experiences.
Improved Ensure accessible data to Oct-23 | Mar-26
customer improve public reporting and
experience transparency, streamline effort

involved in request for

information processes, and

leverage business development

opportunities.
Digital first Ensure useful, secure, Jan-23 | Mar-28
operations compliant, and digital first

applications are available to

Overall Completed

delivery RAG |status
assessment

Position as at June 2024
(including narrative where RAG status is Red or Amber)

roadshows have been delivered to promote and encourage the
role of the citizen developer.

Redesign of the council's purchase to pay system is nearing
completion to introduce a standardised approach to enable
electronic invoicing. The final phase prior to launch includes the
development of training materials (including an e-video) and roll
out of training for all pecos users.

At planning
and set up
stage.

Business case approved linked to establishing digital zones in two
hubs, with development of the supporting delivery plan underway.
Work also underway to ensure ease of use by community groups
and wider partner organisations - an initial workshop was held
with colleagues from culture, education, health and social care,
and enterprise and communities to explore the potential use of
these spaces and agree the support group for developing use,
considering how content can be created, and how the rooms
booked, used and further developed.

To further develop community use of immersive experience pods
beyond school case and enhance digital experiences, the
upgrade of the immersive room at Muirfield has been completed,
as has the installation at Motherwell Library. Project is in the initial
stages in respect of the build of the physical space in Summerlee.
The Digital School has met with members of the Digital
Community Board, the Community Youth Forum, and members of
the construction industry and healthcare.

At delivery and

Developments in respect of an approach to open data are being

ongoing undertaken with due consideration of the various other data
management strategies/approaches across the council as well as the Data
and Governance Board review and role and the need to ensure a one
management council approach to data that is streamlined and makes best use
stage. of resources (i.e. people and information resources).

At planning * Implementation of a new housing and asset management system
and set up is underway to improve data management, monitoring, and
stage. service delivery across housing and procurement is in the final

stages.




Theme / Deliverables (approved at Policy |start end
Programme and Strategy in September 2023) |date date
support critical but streamlined
service delivery.
Digital first Facilitate fibre-enabled Apr-23 | Mar-28
operations innovation to maximise the full

potential of Internet of Things
(IoT) and Atrtificial Intelligence

Overall

Completed

delivery RAG |status
assessment

Position as at June 2024
(including narrative where RAG status is Red or Amber)

Implementation is also underway in respect a new case
management and scheduling systems to meet statutory
obligations and improve service delivery and performance
management across social care. Education and families, and
justice services, have completed user acceptance testing and
staff briefings are scheduled for the autumn. Data migration and
ongoing business redesign is impacting on implementation of new
case management and scheduling system across social care.
Project brief and plan in development to review tools and products
currently deployed to support the council’s financial management
arrangements, and to identify the options in scope for an options
appraisal to ensure longer-term suitability.

Leisure and facilities booking systems implemented to meet
needs; integration with hub place bookings requires further
testing.

Report in respect of the review of asset management practices
across the organisation, including categorising and consolidating
system usage, submitted to Finance & Resources committee.
Developments in telephony systems include the completion of
assessment and design work for the service desk, customer hub,
and housing repairs, with build progressing and being tested.
Handset replacement in schools underway.

Framework in respect of automation and artificial intelligence (Al)
reported to Policy and Strategy Committee in cycle 3 of 2024.
Creation of a catalogue of standardised online technology
catalogues to enable council service areas to determine digital
solutions matching their requirements and enable self-service,
where appropriate, delayed due to competing priorities and
resource implications.

Contract for the management of the corporate GIS system
renewed for a further year. Scoping of the potential for further
integrations of ARC GIS with other key council systems
underway.

At delivery and
ongoing
management

Implementation of a Wide Area Network solution now completed.
Delivery of a council-wide public Wi-Fi service being implemented
on an iterative basis from mid-July. Now fully operational within
Motherwell Library, Time Capsule, NLC Hub sites and all




delivery RAG
assessment

Theme / Deliverables (approved at Policy |start end Overall
Programme and Strategy in September 2023) |date date

(Al) technologies in service

delivery.
Digital first Ensure single source of datato |Sep-23 | Sep-25
operations provide insights and evidence

that support decision making and

service planning.
Performance | Develop an efficient digital and | Oct-23 | Sep-26 |amber
optimisation IT cost model to ensure scarce

financial resources are aligned to

vital enabling technologies.
Performance | Enhance security monitoring to | Feb-24 | Dec-27
optimisation maintain effective access and

control over council data as the

Completed
status

Position as at June 2024
(including narrative where RAG status is Red or Amber)

and monitoring
stage.

secondary schools. Deployment to remaining sites — leisure
centres, community centres etc - planned from September 2024.
Smart Park pilot is progressing but some delays being
experienced with 3" party suppliers..

Upgrade of the Immersive room in Muirfield completed. The
installation of the Immersive room in Motherwell library
completed. Since January 2024, over 800 customers have
accessed the room at Motherwell Library during 51
events/activities. Summerlee immersive room now complete and
operational. Building control process for the build in Airdrie Library
completed

At initiation
stage.

Centre of excellence work underway with PwC and on track to
establish a single entry into a council wide Data Hub and single
source of demographic data about North Lanarkshire and
corporate performance.

Data quality audit in development and on track to create a master
data catalogue of all data assets across the council, defining the
prime record for each data set/field and supporting data owners to
assess quality and data mapping.

Development of a method for services to transition from using
paper-based storage to a digital solution at the procurement stage
and slightly behind schedule.

At delivery and
ongoing
management
and monitoring
stage.

Data capture on digital and IT spend across the council nearing
completion, with work commencing to develop a model to
establish whether this is essential and priority spend. Has proven
challenging to complete given competing priorities and resource
implications.

Digital North Lanarkshire Programme of Work Strategic Board
agreed that finalisation of baseline financial information would
pause to enable Finance to complete the year end accounts for
2023/24.

At initiation
stage.

Review of benchmarking indicators and other organisations’
approaches completed to identify any areas in relation to security
that can be monitored. Discussion with Leadership Practitioners
Forum commenced.




Theme /
Programme

Deliverables (approved at Policy
and Strategy in September 2023)

start
date

end
date

Overall
delivery RAG
assessment

Completed
status

Position as at June 2024
(including narrative where RAG status is Red or Amber)

council delivers the anticipated
increase in its digital footprint.

+ Development of a roadmap underway in terms of data assets,
standards, and solutions delivered by or in conjunction with third
party providers to ensure that suppliers are consistently
assessed, and performance is effectively managed throughout
any engagement.

+ Tasks identified to take forward as part of determinations for a
security strategy to create an assessment model to provide
meaningful, insightful, and simple representation of the cyber
rating of data control.

Key to RAG status

Delivery is complete.

Green

Delivery is on track and in line with the six dimensions within which the project / activity is being delivered (i.e. scope, cost / budget,
quality, resources, risk, within time / on schedule) and the % completed status is as expected as at the time of the delivery

assessment.

Amber

Delivery is not on track and the latest assessment suggests there may be emerging issues with one or more of the six dimensions
within which the project / activity is being delivered (i.e. scope, cost / budget, quality, resources, risk, within time / on schedule)
and/or the % completed status is not as expected as at the time of the delivery assessment.

Red

Delivery is not on track and the latest assessment has reported issues with one or more of the six dimensions within which the
project / activity is being delivered (i.e. scope, cost / budget, quality, resources, risk, within time / on schedule) and/or the %
completed status is behind that which is expected as at the time of the delivery assessment.




Key to completed status

Key stages for the project / activity in the Programme of Work

Indicative %
completed
assessment

At initiation stage

Project / activity still at proposal stage, and not yet approved by the relevant SRO / Chief Officer or approved to Project
Brief (or equivalent) stage or approved to Project Brief (or equivalent) stage, but still in development / at feasibility
stage.

>0% and <15%

At planning and set up
stage

Project / activity approved to Project Business Case (or equivalent) stage / Project or Delivery Plan developed.

>=15% and <25%

At delivery and
ongoing management
and monitoring stage

Project / activity underway and delivery is categorised as < =25% completed, or > 25% but < =50% completed, or >
50% but < =75% completed, or > 75% but < 100% completed.

>=25% and <95%

Completed or at
closure stage

Project / activity completed and closed off, or final evaluations, handovers, etc still to be undertaken.

>=95% and =100%




One Page
Strategy

Realising a Digital North Lanarkshire

with digital communities, digital economy, and a digital council

that provides digital touchpoints throughout a person'’s lifetime and supports people through
...PREGNANCY & PARENTHOOD ..... NURSERY & SCHOOL ....... TRAINING & ADULTHOOD ............. WORK LIFE & EMPLOYMENT ........... RETIREMENT & CARE ..... with

8.

* Technology — helping children build social skills,
collaborate, become culturally aware, and
develop their fine motor skills. Develop their
coordination and reaction time, speech and
language, problem solving, digital literacy, and
how to process information.
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* Investment in digital devices to support equal
access to digital learning experiences for all
school age children.

* Blended digital and classroom teaching
through devices and experiences such as
interactive panels, immersive classrooms, pod
casts, virtual classrooms, digital classrooms.

* Technology that enhances learning for children
with disabilities or additional support needs,
advancing their involvement.
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Free public access to Wi-Fi that make more people

want to live, work, and visit the area and spend
more time there while doing so.

Enhanced fibre connectivity that expands
opportunities for further education and learning
studies, or apprenticeships learning on the job.
Digital learning for adults delivered in local
communities to support people on their journey
to learn new skills to enter, return or progress in
work and promote the economic benefits, reduce
loneliness, and make people happier, healthier,
more confident, capable and resilient.
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* Enhanced fibre connectivity across North

Lanarkshire that supports inward investment,
business development, and local economic
growth.

Support for local businesses in the use of digital

technology and the skills needed to fill local jobs.

Quick and easy online options for self-service at
any time on any day.

The councirs technology.

d public spaces

are flexicie and adaptable to
change.

exclusion is
less of a

Digital first
Digital First approaches
become mainstream
across the organisation
wiih digital default, and
talent identified R e
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Appendix 3

ﬁé'\

A blended approach of traditional information packs
and podcasts that provide accessible information and
support for carers.

Care provided at home that helps older and disabled
people contact medical and emergency services

A technology enabled care flat which demonstrates
potential solutions to people (and their families)
requiring support from assistive technology and used
to train staff working in North Lanarkshire, the Health
and Social Care Partnership, and third sector partners.
Awareness raising with carer support organisations of
the benefits of assistive technology, to manage and
reduce risks, provide support remotely, do medication
prompts, or act as a personal locator.
Intergenerational digital skills courses benefitting old
and young alike through the use of iPads in sheltered
housing, that help older people keep in touch.

and helps council employees to ..
DELIVER ... SUPPORT ... TEACH ... PROVIDE ... CO-ORDINATE ... COMMUNICATE ... ENGAGE ... WORK TOGETHER ... and be able to

e Transact in an effective and inclusive way by managing tasks and actions online, updating case records once and in real*

Collaborate across the council and with external agencies to work more effectively to

time.

* Spend time with people who are vulnerable and need more help and support when manual repetitive tasks are
digitised.

* Have an enhanced assistive technology team that works alongside in person contact methods to offer virtual support

* Embed technology into the health and social care assessment and planning processes.

* Provide the support of an assistive technology team to staff across all localities to maximise the uptake and impact of
North Lanarkshire provided or self-purchased technology enabled care - offering a self-referral service that supports
people to achieve their outcomes.

* Co-ordinate housing activities digitally through the replacement of the housing management system.

* Provide more direct access to the services people need, with employees closer to the communities they work in,
through the digital infrastructure in community hubs and town centres and transforming connectivity across school
buildings.

* Operate a fully digitised community alarm receiving centre that enhances the experience for the end user

Assist direct service delivery to the public

deliver a joined-up service.

* Collaborate more efficiently with colleagues online, using tools such as Team meetings,
chat, polls, and SharePoint.

* Ensure everyone that needs to has access to the same information at the same time.

e Take part in quicker ways of sharing information to deliver services better and more
effectively.

e Connect people and communities with place and improve their quality of life by
providing access to new opportunities, new ways of working, learning, and doing
business.

* Raise awareness and training using online and digital platforms regarding key social
interventions, e.g. suicide prevention.

* Capitalise on digital tools and approaches that improve employees' digital abilities.

e Use digital platforms to support net zero by enabling transactional activities

Aid training, collaboration and communication

Efficiently handle files and find, manage, and store digital information easily.

Ensure a secure approach with controlled access to a logical digital filing system.
Provide Elected Members with up to date and comprehensive information on enquiries
and requests for service to allow for effective engagement with constituents.

Provide 24 hours a day 356 days a year direct access (e.g. through the making life easier
website) to information, signposting, self-assessments, and services to help people with
long-term conditions and disabilities.

Support democracy by making maximum use of digital technology to support public,
service user, and Elected Member engagement.

Manage digital information securely and reduce risk by way of having access to the latest
security technology and measures.

Improve the organisation’s ability to monitor and manage demand and make decisions
based on insights into the data.

Solve problems using digital tools, functionality, and automation, e.g. using PowerBI or
artificial intelligence tools such as Copilot.

Improve data access, handling and usage

< Microsoft 365 < Microsoft Teams <+ Outlook % SharePoint % OneDrive % VivaEngage < MSForms < MS Lists % InsideNL % Learn NL % My NL/ Service
Enabling . . . . L . . . . Now
. % Online forms to < Online formsto < Online methods of « Online chat botto <« Online information to <+ Co Pilot <+ Tech flat % My Account < Proof of concepts/ < Social media - Facebook, X, Instagram,
technologies X . ) ! - : .
request a service / make a complaint making payments signpost enquiries support self-help / self- demos Linked in, YouTube

report an issue

service



