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Executive Summary  
 
In accordance with the council’s General Contract Standing Orders (GCSOs), the Committee is 
asked to approve the award of a contract for Provision of ServiceNow (SNOW) Licensing, Support 
and Development Agreement (the ‘Agreement’) following the undertaking of a procurement 
procedure as detailed within this report below. 
 

 
Recommendations 

 
It is recommended that the Finance and Resources Committee:  
 
(1) Approves the award of the Agreement to Computacenter (the “Contractor”) at the maximum 

value of Two Million, Five Hundred and Six Thousand Pounds Sterling (£2,506,000) exclusive 
of VAT for a period of 48 months anticipated to commence on 16 January 2026. 
 

 
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 
 
Programme of Work Digital North Lanarkshire 

 
  



1. Background 
 
1.1 The requirement for this Procurement is to seek a strategic ServiceNow partner to deliver 

comprehensive support services across licensing, platform administration, and multi-tier 
technical support. The goal is to ensure platform stability, compliance, and optimal user 
experience across the following Service Now modules: 
 

• ITSM (IT Service Management) 

• SPM (Strategic Portfolio Management) 

• HRSD (Human Resources Service Delivery) 

• FSM (Field Service Management) 
 
1.2 The requirements within the Agreement are currently under contract with CDW UK Ltd for 

the licenses and Inetum for the professional services supporting the platform. This 
arrangement is due to expire on 31 December 2025 for the Licenses and 16th January 2026 
for the professional services and the Agreement detailed within this report due to supersede 
both. 
 

1.3 Service Now has been in use across the council within IT and Human Resources for the past 
3 years and is used to automate routine tasks and processes, reducing manual effort and 
increasing efficiency across council services. Through self-service portals, ServiceNow 
improves how employees and customers interact with services. 
 

1.4 To further support Service Now there may be professional services required to the platform 
throughout the duration of the contract. These services are intended to offer enhanced 
support as and when required to through tailored solutions meeting business goals as we as 
implementation of new services and end to end delivery from planning to development. 

 
1.5 To enable appropriate development and execution of the procedure required to form the 

Agreement, a panel of technical and procurement representatives (the “User Intelligence 
Group (UIG)”) was formed. 
 

1.6 The UIG were responsible for developing the required internal contract strategy (the “Contract 
Strategy“) for the Agreement. The Contract Strategy sets out the parameters and approaches 
the council would apply within the procurement, tendering, contracting and end of life stages 
of the Agreement following appropriate analysis, research and investigation to ensure the 
council achieves maximum benefit where possible. In accordance with GCSO 4.4, the 
Contract Strategy for the Agreement was approved on 08 October 2025. 

 
2. Report 
 
2.1 The procurement procedure was undertaken as a “Direct Award”. A Direct Award is a 

procurement procedure where an overarching framework agreement allows the council to 
directly engage and contract with an appointed contractor that has already went through a 
full competitive procurement procedure in a more efficient manner as per the framework 
agreements terms and conditions. 

 
2.2 Within the associated Contract Strategy for the Agreement, the overarching framework 

agreement and determination of whether Best Value was achievable via the Direct Award 
procurement, the recommended Contractor was identified through a benchmarking exercise 
against applicable direct award frameworks. 

 
2.3 The benchmark pricing received from the recommended Contractor underwent appropriate 

appraisal to ensure it was complete / compliant with the council’s requirements and 
demonstrated Best Value. 

 



2.4 Appendix 1 provides a summary of the procurement procedure undertaken including the key 
considerations and outcomes. 

 
Financial / Budget Consideration 
 
2.5 The pre-tender wholelife estimate budget for the Agreement was £2,506,600. The costs 

associated with delivery of the Agreement will be contained within the Revenue budget for 
the IT within Finance and Technology. 

 
Price Stability 

 
2.6 The contract offers fixed costs for all services within the contract over the four year period. 
 
Community Benefits 
 
2.7 The procurement did not include a community benefit requirement as Community Benefits 

were delivered as part of the Scottish Procurement framework creation, such as creating jobs 
for the long-term unemployed, providing modern apprenticeships, delivering programs for 
community learning, supporting digital accessibility initiatives, and partnering with 
organizations like SmartStems to enhance STEM education for young people. 

 
Fair Work First and Payment of the Living Wage 
 
2.7.1 Within their tender submission to obtain appointment to the overarching framework 

agreement the recommended Contractor intimated that they would commit to the following 
areas of the Scottish Governments “Fair Work First” initiative:  

 
2.7.2 Further information on the Living Wage status of the recommended Contractor is detailed in 

Appendix 1. 
 
Contract Management 
 
2.8 Officers from IT within Finance and Technology will be responsible for managing the 

Agreement which will be undertaken in accordance with the contract and supplier 
management conditions applied within the Agreement. 

 
3. Measures of success 
 
3.1 The Agreement will deliver the following outcomes; 
 

• Best Value will be demonstrated as outlined in Appendix 1; 
 

• Secure a ServiceNow partner for end-to-end support, align licensing with user roles and 
 business needs, ensure platform stability, scalability, and security and deliver efficient 
 incident resolution via tiered support. 

 

4. Supporting documents 
 
4.1 Appendix 1 Summary of Procurement Procedure 

 
 

 
 
Greg Telfer  
Chief Officer (Finance and Technology)   



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? 
 
Budget approved within the contract strategy and all contained with IT budget within 
Finance and Technology. 
 

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 ☐ 

  

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


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? 
 
Service Now  

 
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? 
 

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? 
 

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? 
 
The risk register within the Contract Strategy contains all the risks for the procurement of 
contract. There were 4 risks highlighted in the risk register, 3 were scored and asses as 
low risk which related to  

1. License Management and reviewing the process for additional requests to save 
wastage; 

2. Contract to be inclusive of Professional Services; 
3. Procurement timeline to award. 

 
Only 1 risk was scored as a medium risk relating to the HRSD licenses and the need to 
undertake a benefits realisation study to make sure the services are delivering against 
the original objectives. 
 

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 ☐ 

  



Appendix 1 – Summary of Procurement Procedure 
 

Overview 

Reference NLC-SLP-25-009 

Title Provision of ServiceNow (SNOW) Licensing, Support and Development 

Classification Supplies 

Responsible Chief 
Officer and Position 

Greg Teglfer, Chief Officer Finance and Technology 

 

Competition 

Governance by Value 
Overarching Framework Agreements terms and condition in accordance with the Councils General Contract 
Standing Orders 

Route to Market Direct Award from a Third-Party Framework Agreement 

Framework Agreement 
Title, Ref and Lot Info 

Scottish Government Software Value Added Re-Seller framework agreement (SP-21-034)  

Interest 
No. of Lot / Framework 
Agreement Appointments  

1 
Date Invitation to Tender 
Package Issued 

12 September 2025 

Tenders Received 

Total No. of Tenders 
Received 

1 
No. of Tenders From 
SME’s 

0 

No. Tenders from NLC 
Based Businesses 

0 
No. of Tenders from 
Supported Businesses 

0 

Direct Award Basis Best Value Assessment of Framework Contractors in Accordance with the Framework Agreement 

How Has “Best Value” 
Been Demonstrated? 

 

IT undertook a benchmarking exercise to determine which route will deliver best value to establish a contract that 
takes on board all service area requirements. Through this exercise, IT received pricing from 2 industry recognised 
frameworks. The benchmarking looked at contract term options to fix the pricing and any reductions to total contract 
value based on longer term commitments. The result of this exercise resulted in the aforementioned supplier 
offering best value based on a 4 year term contract with fixed pricing locked in. 

 

Additional Comments  

 



Award Details 

General Overview Total / Maximum Value £2,506,000 
Contract Duration 
(Months) 

48 

Contractor Registered 
Name(s) 

Computacenter Uk Ltd 

Contractor Overview 
Registered Local Authority 
Area 

 Contractor(s) Size Large 

Living Wage Paying the Living Wage Yes Living Wage Accredited Yes 

Overview of 
Community Benefits 

N/A 

Additional Comments  

 

Impacts 
Summary, 

Public Sector 
Equality Duty 

and Fairer 
Scotland Duty 

☐ 
HR Policy 

Impact 
☐ 

Data Protection 
Impact 

☐ 
Environment / 
Carbon Impact 

☐ Risk Impact ☒ 

Children’s 
Rights and 
Wellbeing 

Impact 

☐ 

Financial 
Impact 

☐ Legal Impact ☐ 
Technology / 
Digital Impact 

☒ Comms impact ☐ 
Armed Forces 

Covenant Duty 
☐  

 


