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Introduction and Strategic Priorities

The Business Plan for 2018/19 takes forward the vision, priorities and commitments set 
out in the IS 5-year strategic plan 2016/21.

A summary of our revised strategic framework is described below:

Our Vision

The IS exists to support and mobilise resources for our public sector partners to 
deliver excellent services, improve outcomes and reduce inequalities. 

Our Priorities: 

To support a step change in productivity and efficiency 
Developing support for achieving efficiency and productivity gains whilst, as much as 
possible, minimising harm to ‘outcomes’. As all the ‘quick wins’ have been taken this will 
require the adoption of new delivery models, new ways of working and the sharing of 
capacity and resources.

To support the delivery of improved outcomes 
Providing practical support with a focus on prevention, early intervention and tackling 
inequality. The challenge is in setting clear targets and establishing what “works” and 
how long interventions take to work.

To support thinking about future resilience and sustainability 
Supporting the identification and development of new ways of working that help councils 
and their partners invest over the long term to achieve better outcomes more cost 
effectively. A priority will be to explore how short-term pressures can be managed in 
ways that do not undermine or negate longer term resilience and impact. 

Our priorities, which are clearly linked and interdependent, will be achieved through our 
commitments to:

• continuously improve our products and services
• drive collaboration
• broker and mobilise resources 
• provide practical support
• support the development of sustainable strategic options 
• improving research and analytical support 
• support the development of next generation political and executive leaders 

Our strategic framework is not a Business Plan, but it provides the foundations on which 
our annual Business Plan, programme plans and resource plans are developed. Our 
annual plans are continually evolving to ensure we are best placed to respond to current 
and emerging pressures and to ensure that resources are targeted in the areas that 
matter most to councils and partners.
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Key Developments in 2018/19

Within the context of our strategic framework, in consultation with our partners and 
members, and responding to the challenges they face, we have identified three 
thematic priorities for the year ahead.  As shown in the illustration below, we will provide 
dedicated support and continue to support customers exploit our core products and 
services to assist local transformation and improvement and to support these priority 
areas: 
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The business plan for this year has been developed against a continued backdrop of 
significant challenges for Scotland’s councils. The scale of the challenge is increasing as 
councils continue to face major cost pressures, the potential impacts of Brexit, increasing 
demands on services and complex changes to the landscape of service delivery. Issues 
such as the role of integration joint boards, education governance and the creation of 
regional improvement collaboratives, growth / city region deals and regional economic 
partnerships, the creation of a new public health body and wider changes to the 
framework of local democracy also all look set to drive continued change over the 
forthcoming period. 
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The Improvement Service will therefore continue to look for new, practical and creative 
approaches to providing support to help councils and partners through testing times. 
This means working with partners to improve the support we can collectively offer 
as well as working to support partnerships to achieve the best outcomes for local 
communities. 

Critical across the next period will be to maintain and proactively manage our key 
strategic relationships and risks.  In financially challenging times we will invest in working 
with our principal funding body Scottish Government and others to sustain and evolve 
our income streams and to preserve the symbiotic relationship between the core and 
other grant funded programmes. 

Our plans for the year will be underpinned by a targeted and multi-channelled 
communications campaign aimed at key stakeholders.  This approach will ensure 
stakeholders have a firm understanding of the improvement support on offer and how to 
access that support. Regular updates on progress will also be communicated.   

Our detailed business plan contains a range of established programmes, products and 
services which are continually being developed and refined to support councils as they 
face challenge and change (section 8). 

Of particular significance is our ongoing work to support Elected Members. The complex 
and continually evolving landscape demands an expansive skill set from Elected 
Members who require ongoing support, training and tools to undertake an increasingly 
complex role. We will work with COSLA and other partner organisations to develop 
and deliver further development opportunities for Elected Members including support 
to make best use of the CPD framework. We will also provide an effective range of 
resources e.g. workshops, webinars and briefing notes, on issues that matter to Elected 
Members.

An additional key focus this year is to harness the support we can provide to councils as 
they prepare for Best Value Assurance Audits including the sharing of good practice. 

As part of the 2017/18 business plan we made progress in key priority areas that 
continue to be of significance. Our major developments for 2018/19, build on this and 
have been prioritised in areas where the Improvement Service is positioned to add value 
and deliver impact in an increasingly complex landscape.

Across 2018/19 we will invest resources in the following key strategic developments:

• The Improvement Service will support the Board to undertake a comprehensive 
review of future options including governance arrangements. This will also include 
a review of interactions with other national local government organisations: COSLA, 
SEEMIS, the Digital Office, Scotland Excel. The primary aim is to ensure that the 
overall approach taken to supporting councils and partners is integrated and well 
organised, to be in the best position to deal with an increasingly complex and 
evolving landscape. A related aim will be to look at better management of collective 
resources with partners to maximise efficiency and impact. 
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• All councils, and their partnerships, have Change and Transformation programmes 
and the Improvement Service has been active in supporting these through direct 
support, knowledge management, brokerage of support from improvement 
partners and innovative resourcing approaches.  The priority this year is to work in 
partnership with councils and other national organisations/improvement agencies 
to develop a focused programme of transformation work to support councils and 
their partners as they continue to rethink and reimagine their services. This joint 
approach will facilitate the sharing of skills, capacity, knowledge, expertise and 
support economies of scale. Programme workstreams will include: service redesign; 
leadership, people and culture; community empowerment and place based 
approaches; collaborative working and joint resourcing; and data and business 
intelligence.  

• Diversifying our income and optimising the use of our assets is essential to 
both diminish the financial demands placed on councils, and to improve the 
self-sustainability of national capacity. Local government creates substantial 
Intellectual Property Rights (IPR) with respect to data, systems and service models.  
This is currently underexploited and provides no or very low rates of return.  We 
will continue to drive forward our spatial hub service whilst identifying other 
opportunities across the work of the IS, partners and local government.

• The impact of income and demand pressures, and of reviews at a national level, 
has resulted in an increased focus on shared service and shared capacity, 
often at regional level.  The Improvement Service is already actively supporting 
councils in developing shared capacity in Roads, Enterprise and Skills, Trading 
Standards, Environmental Health, Scientific Services, and Digital development.  The 
Improvement Service also provides national shared capacity in card technologies, 
spatial information, and verification/authentication for online services. This year 
we will strengthen and consolidate our capacity to provide advice and practical 
support across the range of initiatives councils wish to pursue. We will prioritise 
adding value to reform within Health and Social Care, Education and Economic 
Development.

Our established programmes, products and services referred to in the Business Plan 
currently provide a range of resources to support these priority areas e.g. PSIF, Elected 
Member Development, Change Management, Online School payments etc. However, 
further progress requires dedicated resource and funding models that will use the 
investment made by the IS to broker and leverage additional and necessary resources 
from local and national partners.

Education 
Transforming services to secure better outcomes for children, young people and their 
families continues to be a priority area for councils.  The Improvement Service will 
provide a range of support to councils as they continue to evolve and implement their 
early learning and childcare expansion plans and to the education regional improvement 
collaboratives as they deliver their improvement plans. The Improvement Service will 
also work with Scottish Government to host a National Co-ordinator for Local Child 
Poverty Action Reports, who will support councils and NHS Boards to develop their 
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reports and establish a network for sharing information and advice on what works to 
tackle child poverty in Scotland. 

The Improvement Service will expand digital support for early years collaboration 
by maximising the use of the parent’s portal, an online service set to transform 
communications between schools and parents.  The YoungScot portal will also be 
launched and developed providing young people with mobile access to a range of 
benefits and concessions to help alleviate transport poverty and other inequalities.

Health and Social Care 
Tackling significant health inequalities in communities continues to be a challenge 
for councils and their partners. Building on work already  undertaken with the Care 
Inspectorate and Healthcare Improvement Scotland to roll out self-assessment to health 
and social care partnerships, and with COSLA to develop elected member briefings and 
workshops on integration, the Improvement Service will offer support to councils and 
health and social care partnerships as they continue to deal with challenges including 
effective governance, financial sustainability, working across organisational boundaries 
and making the shift to prevention.

Digital support for Health and Social Care will focus on working closely with the NHS to 
maximise the use of myaccount as part of the Health and Social care portal expansion. 
We will also work to deepen the impact of data sharing and management capabilities to 
support improved local decision making (actionable intelligence).

Economic Development 
Supporting the design and delivery of effective interventions and ways of working that 
improve economic outcomes and lead to a wider range of sustainable improvements 
in key outcome areas.  This will include closer joint working with SOLACE, SLAED 
and CoSLA, to provide a range of practical support around shared local government 
economic priorities.  These priorities include developing regional approaches, working 
collaboratively across administrative boundaries on a scale that supports significant, 
transformational strategic investment and decision making. This will involve promoting 
coherent regional collaboration frameworks through a joined-up and connected system 
that respects local decision making, reinforces regional economies and supports 
shared local, regional and national objectives.  Supporting practical approaches to 
operationalising ‘Inclusive Growth’ objectives will be another key area of focus across 
local government and the IS will work with strategic partners to develop practical support 
around this agenda.

Within the focal initiatives: 

• We will continue to identify value added partnership arrangements across key 
priority areas and actively pursue additional funding and income sources. We will 
pro-actively seek to combine our own resources with other public-sector partners 
including national improvement agencies. In a challenging financial climate, we will 
seek to maintain our target of bringing in an additional £1.2M from out with the Local 
Government sector. 

• We will deliver a wide range of support to Elected Members drawing on resources 
from across the organisation, including briefing notes, notebooks, workshops, 
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webinars, and the CPD Framework for Elected Members, encouraging local 
authorities not already using the Framework to sign up.  We will work with partners 
to expand the development opportunities available, including coaching and 
frameworks to help members focus on how they’re working together and with 
officers.  We will also work with COSLA to ensure elected member development 
continues to be fully aligned with emerging policy priorities. 

• We will continue to grow the number of active Knowledge Hub users and 
groups across Scotland’s public service. We will educate and support leaders to 
understand the potential of the Knowledge Hub in terms of achieving efficiencies 
and developing a repository of knowledge, expertise and skills which all public 
services can draw upon and benefit from. We will also seek to generate income 
from Knowledge Hub sponsorship.

• We will deliver a wide range of support to Community Planning Partnerships, 
and councils as Community Planning Partners, as they continue to implement 
the Community Empowerment (Scotland) Act 2015 and participate in the Local 
Governance Review.  

• Over the last two years, we have invested in a collaborative approach to managing 
spatial information across local government, resulting in the potential for long term 
efficiency gains and cost savings. We have exploited demand and created value in 
the collective intellectual property created by this approach.  Development of the 
service with continue in 2018/19 with the key aim of disbursing receipts generated 
from collective intellectual property back to councils for reinvestment.  In 2017/18 
£250,000 has been generated for return to councils in 2018/19, with a target of 
£300,000 to £600,000 for 2018/19. An important development will include working 
with partners to incorporate the Street Gazetteer into the One Scotland Gazetteer.

• We will establish a clear strategy and roadmap for maintaining, evolving and 
extending the business for the myaccount family for the period 2018-2021, working 
closely with the Scottish Government Online Identity Assurance consultation 
and customers to ensure that the service is fit for purpose and best value.   A 
new managing agent agreement will allow increased innovation and the ability 
to build and introduce fresh capabilities to support the creation of a Digital 
Identity, including Online Proofing, Attribute Exchange, Mobile/App channels and 
developing a working, civic Blockchain within the public sector.

• We continue to grow the use of myaccount through targeting services that will 
generate customer benefits and significantly grow the number of myaccounts:

 º Continuing the partnership that has been put in place to support the 
development of a ‘Parents portal’ with SEEMiS. Services will continue to be rolled 
out throughout 2018. 

 º 2018 is the ‘Year of Young People’ http://yoyp2018.scot/what-is-yoyp. We will 
create opportunities for integrated digital and smart services for young people 
that builds on the investments in the NEC Card, NEC Online and myaccount.  We 
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will be working closely with NECPO, Transport Scotland, Young Scot and councils 
to increase the current use of the card for smart transport and to target particular 
groups (e.g. care leavers, apprentices, young carers) to provide a package of 
entitlements, services and rewards. 

 º We will continue supporting NHS GG&C through the Health & Social Care Portal’s 
proof of concept and its evaluation and the requirements capture phase with 
NHS Lothian looking to incorporate patient ecommunications within the Health & 
Social Care Portal (and aimed at reducing reliance on issuing 1.2 million letters by 
post annually). We will support development of the business case for the Portal’s 
wider roll out nationally and for other use cases e.g. Social care appointments 
and national screening appointments.

• We will develop and embed innovative resourcing models to help build capacity 
and improve councils’ access to expert support. This will include the use of an 
Improvement Associates model, which we successfully procured in 2017/18. It will 
allow the Improvement Service, partners and councils to commission additional 
support from a pool of associates with a diverse range of skills, experience and 
knowledge in managing major change and transformation. We will build on 
our change partnership model with the offer to embed, at basic cost, change 
management resource and expertise within councils. We will also explore 
resourcing models for organising change and transformation support on a regional 
basis.

• We will continue to strengthen our account management service between the 
IS and council Corporate Management Teams and continue to invest in building 
relationships and developing a responsive service for each individual council. We 
will also build on our account management service between the IS and SOLACE 
Scotland, ensuring support is aligned to SOLACE Scotland’s strategic theme 
and portfolio leads, to enable SOLACE Scotland to be as informed as possible 
to progress key issues on behalf of Chief Officers working in Scottish local 
government.
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Our Key Successes

The developments noted above build on our existing successes. Our main achievements 
from last year are:    

• We have continued to grow our funding base and exceeded our 2017/18 of £1.2M 
for bringing in additional resources to the sector.  More than £2.2M was brought in 
to support collaborative and partnership working, of which £1.4M was brought in 
from out with the Local Government sector.  

• We continued to enhance our change management support and have recently 
developed an online Change Management Framework, that incorporates Benefits 
Realisation and Process Costing toolkits. The Framework also aims to provide a 
central information repository for change teams to share practice and case studies. 
The IS facilitated Change Managers’ Network has grown to almost 600 members 
over the last year, representing 103 organisations, including all 32 Scottish local 
authorities. We embedded change programme management resources and 
expertise in Falkirk and East Lothian Councils, to support both councils with the 
delivery of their transformation programmes.  Because of this, Falkirk Council has 
now appointed its own Change Programme Manager and acknowledged that the 
work with the IS helped them to reach this point. 

• We provided a range of support to councils, SOLACE and COSLA in their work to 
improve outcomes for children, young people and their families.  We became part 
of the Early Learning and Childcare (ELC) Expansion Delivery Support team, 
providing support and constructive challenge to councils on their draft and then 
submitted ELC Expansion Plans. We are also a member of the Society of Personnel 
and Development Scotland’s portfolio group on ELC Expansion, providing support 
on workforce planning and development issues. 

• The myaccount service is capitalising on the opportunities digital technology 
presents and has grown from 1,300 to 370,000 users with around 350,000 
transactions per month. Representing a twofold increase in activity over the last 12 
months. 20 councils - with 4 more to start in the next quarter - are using the service 
to support access to an increasing range of frontline services. Integration with the 
Health and Social care portal to support patient communications is underway. The 
last two years have seen a rapid increase in the exploitation of the myaccount 
platform to create new value adding digital public services, including:

 º Data Hub
 º Business Identity
 º Parents Portal (underpinned by MOU agreement with SEEMIS)
 º YoungScot Rewards (underpinned by MOU agreement with YoungScot)
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• The Knowledge Hub has grown extensively over the last few years, and is 
Scotland’s key online digital collaboration platform, with over 36,000 Scottish 
Network members and over 850 groups.  The majority of members are from 
local government, closely followed by Scottish Government and other public and 
third sector services.   We have also supported the creation of live and recorded 
webinars as content for kHub groups, which have provided insights and shareable 
original content for the network.

• The Improvement Service is supporting 2.4 million National Entitlement Smart 
cards in circulation, supporting over 21 different services across councils.

• We manage the One Scotland Mapping Agreement on behalf of councils and 
secured 13% reduction in costs (approx. £1.5 million over lifetime of the agreement). 
The One Scotland Gazetteer has been moved from being a consumer of resources 
to a generator of surplus income creating a useful model for how we could exploit 
local government’s IPR and opportunities to host shared capacities for councils. The 
system has been redeveloped allowing the release of £400,000 across the wider 
portfolio.

• We have remodelled the approach to Spatial Information, based on the success 
and relationship management approach within the One Scotland Gazetteer and 
OSMA. We have created a shared capacity called the Spatial Hub that collates 
quality assured and standardised data at a national level. In two years a common 
platform, formal arrangements with Councils and an approach to market has been 
developed.

• The Elected Member Development programme has evolved from producing 
induction materials in 2007, to a programme that comprises of a CPD Framework 
for Elected Members, workshops, webinars, a briefing note series, a website 
for potential new candidates (http://www.localcouncillor.scot), a dedicated local 
councillor twitter account and the delivery of tailored support.  The programme has 
an 85% customer satisfaction rating.  22 councils are using the CPD Framework 
and all 32 councils used the 7 induction notebooks we produced for new Elected 
Members. 

• We continued to successfully deliver the Local Government Benchmarking 
Framework (LGBF) to help councils better understand why they achieve their 
current performance levels, to build understanding of where and why council 
performance varies and to help identify and share good practice across councils. 
This includes delivering an expanded programme of benchmarking events 
generating invaluable practice examples which were shared widely across all 
councils.  These events brought together corporate, service and finance colleagues 
from across all 32 councils to share learning and drive improvement, using the 
LGBF as a ‘can opener’.

• There are now over 30 public service organisations using the PSIF self-assessment 
and improvement planning framework, including local authorities, the Scottish Fire 
and Rescue Service, Police Scotland, the Scottish Police Authority, COSLA, third 

http://www.localcouncillor.scot
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sector organisations etc.  The framework has continued to evolve and tailored PSIF 
Checklists are being used by CPPs, Third Sector Interfaces and Health and Social 
Care Partnerships. 

• We worked with the Care Inspectorate and Healthcare Improvement Scotland to 
develop and test a tailored version of the PSIF Checklist for health and social care 
partnerships. We worked with COSLA to develop Elected Member Briefing Notes on 
Health and Social Care integration and to jointly deliver an introductory workshop 
on integration. We supported several Health and Social Care Partnerships to 
connect on the Knowledge Hub. We participated in a national workforce planning 
group along with COSLA, SOLACE and SPDS on workforce planning and 
contributed to guidance. We participated in the national Public Health Oversight 
Reform Board and worked with NHS Health Scotland to publish an Elected Member 
briefing note on health inequalities. 

• The IS developed and facilitates the Scottish Local Government Innovation 
Exchange in partnership with SOLACE Scotland, which has over 160 case 
studies on it of how councils are innovating in areas such as children and 
education, community planning and empowerment, digital, health and social care, 
employability, service transformation etc. 
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Our approach

Ensuring we continue to support the priorities of councils and partners and respond to 
the scale and complexity of the challenges they face is critical to the effectiveness of 
the IS.  In practical terms, this means focussed partnership working with councils and 
partnerships and more effective working with our key partners COSLA and SOLACE, 
and other improvement agencies, to ensure our collective efforts are better aligned 
and integrated to maximise added value. At the same time, we will continue to provide 
support to councils and partnerships to help them improve, use tools and resources 
more effectively, collaborate and share good practice and adopt new, innovative and 
integrated models of working. 

The plan for 2018/19 outlines the investments we will make and the products, services 
and activities we will undertake. In line with our priorities we will continue to allocate 
time to reactive work, for example government consultations, strategically important 
reviews and requests of a strategic nature from partners. Within the context of the plan, 
we will also continue to provide responsive and tailored support to individual councils 
and partnerships, underpinned by our account management approach. This means we 
will actively explore how we can tailor our products and services to best meet local need 
and circumstances. This approach was developed across 2017/18 and has worked well. 
We will continue to monitor this development for effectiveness and impact across the 
next year.
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How we will measure success 

As part of our continuous improvement journey, our refreshed approach to performance 
management is aimed at providing more meaningful evidence of delivery and 
performance against our plan and providing evidence of the wider impact of the 
Improvement Service in supporting councils and partners improve. Our quarterly 
performance reporting has been developed to include results across the following key 
areas: progress on delivery, customer satisfaction indicators, evidence of wider Impact 
in the form of best value programme reviews and a range of corporate performance 
indicators.

A key objective of the refreshed framework is to move beyond measuring and reporting 
progress towards improved decision making and greater impact for our partners. We 
reported on two best value reviews and published an organisation wide performance 
report on key customer results in 2017/18. We will continue to build and strengthen this 
approach in the coming year.
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How we are organised

For planning and operational purposes, IS support is organised into 4 outward facing 
programmes, supported by corporate and business services:

Supporting Transformation,
Performance & Improvement

Research & Intelligence Strategic Support

Supporting Digital

Delivers a range of core strategic 
programmes and supports councils 
and CPP’s to focus on achieving 
improved outcomes, improving 
e�ciency and productivity, 
identifying areas for 
improvement, better 
managing 
performance and 
delivering service 
redesign.

Supports the 
evidence base for 
understanding the pattern 
of needs in local areas across 
Scotland, and the factors shaping 
outcomes and inequalities of 
outcome.

Supports councils and partners to 
deliver high quality digital public 
services that produce e�ciency 

savings, and provide sustainable 
front line local services.

Providing responsive 
and strategic support to 

councils and 
partnerships 

Corporate Support
B

usiness Performance Manag
em

en
t

    Account 
Management
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In reality and central to our ethos, our range of products, services and developments 
draw on staff from across the 4 teams to ensure an integrated and holistic approach 
to service delivery. Using our collective skills and capacities in this joined up way 
will continue to be strengthened across the year. We will develop and maintain an 
organisational wide skills matrix to support this approach. This will allow us to better 
understand the range of skills and experience across the organisation, to improve 
deployment of staff across programmes, to identify potential skills gaps and high-risk 
areas, and result in improved planning of resources.   

We have also established and embedded a range of core approaches to providing 
effective support to councils and partners. We will channel our efforts to ensure multiple 
staff across the organisation continue to be equipped with the skills and capacities to 
effectively deliver these core approaches.  

Our corporate priorities for the coming year are noted below:

• To support the IS Board and continue to focus on the business management of 
the company to help ensure stability and sustainability as we enter a period of 
significant change. 

• To develop an account management digital solution that effectively supports our 
account management approach.

• To launch and manage the Associates Framework contract and grow the network.

• To further embed and develop our performance management framework.

• To continue to exploit Office 365 to enhance flexible and mobile working and 
improve collaboration and sharing of information.

• To continue to support IS self-assessment and improvement action plans.  

• To launch and maintain the IS skills matrix.



17< Return to Contents Page

How we are funded

Our detailed spending plans are fully integrated and aligned to our Business Plan for 
the coming year. We will continue to receive £1.656M Revenue Support Grant to fund 
our core programmes. Recognising the efficiencies delivered across the Customer First 
portfolio, we have secured £4.240M to deliver myaccount and related services this year 
(a reduction of 6.8% on last year). This refreshed agreement is underpinned by a 3-year 
Memorandum of Understanding. 

The year ahead will be one of transition and change. Nevertheless, we have continued 
to secure a range of other specific grants and sources of funding and have maintained a 
realistic target of bringing in an additional £1.2M from out with the sector.

The funding source underpinning each key deliverable is contained in the detailed 
business plan and proposed spending is set out in the detailed budget.
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The tables below highlight our planned deliverables for the year ahead against existing 
products and services and aligned to our strategic commitments.

Supporting Change, Transformation and Improvement

Project Deliverable Lead 
Officer

Funding 
Source

Strategic Priority - Support a Step Change in Efficiency and Productivity

Objective: Drive collaboration

Knowledge 
Management

We will develop our approach 
to knowledge management to 
improve how we capture and 
share innovative practice about 
what works and support councils 
and their partners to embed this 
knowledge into practice

Mike McLean Core Grant

Knowledge 
Management

We will further develop the IS 
website, which provide a gateway 
to a range of tools, data and 
information relevant to councils 
and other stakeholders.

Martin 
MacKinnon

Core Grant

Knowledge 
Management

We will embed the Knowledge 
Hub across Councils, CPPs, 
Health and Social Care 
Partnerships and other public-
sector partners and evaluate 
its impact, as well as seek to 
generate income by securing 
sponsorship for the Scottish Khub 
Network, groups and functionality.

Mike McLean Core Grant

Knowledge 
Management

We will support SOLACE Scotland 
with the further development of 
the Scottish Local Government 
Innovation Exchange.

Mike McLean Core Grant

Detailed Business Plans, 2018/19
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Supporting Change, Transformation and Improvement

Project Deliverable Lead 
Officer

Funding 
Source

Objective: Provide practical support

HOPS We will continue to provide 
support to Heads of Planning 
Scotland (HOPS), including 
supporting their input into 
the progression of Scottish 
Government’s Planning Bill 
through Parliament during 2018.

Irene 
Beautyman

HOPS SLA

Change 
Management

We will further develop and 
ensure that our change 
management offering meets 
the strategic change and 
transformational needs of councils 
and provides the necessary 
support to improve service 
delivery, generate efficiencies 
and financial savings and achieve 
better outcomes for communities.

Gerard 
McCormack

Core Grant

Change 
Management

We will continue to develop our 
Change Management Framework, 
with a view to enhancing the 
repository of information to be 
shared across councils. This also 
includes the use and promotion 
of our Benefits Realisation and 
Process Costing Toolkits.

Gerard 
McCormack

Core Grant

Change 
Management

We will continue to develop a 
range of resources for councils 
to enhance skills and knowledge 
across change teams, including 
the ongoing webinar series, 
customer journey mapping 
training sessions and regional 
change forums.

Gerard 
McCormack

Core Grant
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Supporting Change, Transformation and Improvement

Project Deliverable Lead 
Officer

Funding 
Source

Strategic Priority - Support the Delivery of Improved Outcomes, with a 
focus on prevention, early intervention and tackling inequality

Objective: Drive collaboration

Community 
Planning in 
Scotland Portal

We will develop, deliver and 
evaluate the usefulness of the 
Community Planning Support 
Portal for CPPs and Health and 
Social Care Partnerships.

Mike McLean Core Budget 
+ NHS Health 
Scotland 
Contribution

Joint Working We will continue to agree 
opportunities for joint working 
with national improvement 
agencies and other organisations 
that ensure the widest range of 
improvement resources are locally 
accessible on an integrated basis.

Sarah 
Gadsden

Core Grant + 
Contributions

Objective: Provide practical support

Self-assessment We will continue to develop and 
deliver a wide range of self-
assessment support to councils, 
partnerships and other public 
and third sector organisations 
throughout Scotland and will 
further integrate partnership 
working around self-assessment 
with audit and inspection bodies.   
This will include rolling out self-
assessment to Health and Social 
Care Partnerships.

Barry 
McLeod

Core Grant
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Supporting Change, Transformation and Improvement

Project Deliverable Lead 
Officer

Funding 
Source

CPP Support We will provide tailored support 
to CPPs that will help them to 
deliver their statutory duties 
as defined in the Community 
Empowerment (Scotland) Act 
2015. This will include continuing 
to work in real time to build 
more effective collaborative 
leadership to tackle complex 
systemic issues through the 
Enabling Collaborative Leadership 
programme in conjunction with 
Scottish Government and other 
public service partners.

Irene 
Beautyman, 
Sarah 
Gadsden, 
Emily Lynch, 
Gerard 
McCormack, 
Andrew 
McGuire, Dot 
McLaughlin, 
Barry 
McLeod

Core Grant

CPP Support We will work with the Scottish 
Community Development Centre 
to deliver the CPP Community 
Empowerment Action Learning 
Programme.

Sarah 
Gadsden

Core Grant

Organisational 
Development 
/ Workforce 
Planning

We will continue to work with 
councils, CPPs and Health and 
Social Care Partnerships to 
drive forward, and build capacity 
for effective approaches to 
organisational development, 
culture change, workforce 
planning, facilitation and 
management.

Dot 
McLaughlin

Core Grant

Organisational 
Development

We will continue to actively work 
with public service partners to 
provide opportunities for cross 
public service organisational 
development learning and 
networking.

Dot 
McLaughlin

Core Grant
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Supporting Change, Transformation and Improvement

Project Deliverable Lead 
Officer

Funding 
Source

Community 
Planning 
Outcomes 
Profile

We will update the Community 
Planning Outcomes Profile 
and support CPPs to utilise the 
profile in order to enhance local 
planning, performance and 
reporting arrangements, including 
that required for the Local 
Outcomes Improvement Plans.

Emily Lynch Core Grant + 
SG Specific 
Grant

Benchmarking We will continue to deliver the 
Local Government Benchmarking 
Framework (LGBF), including 
developing a number of 
improved measures.  We will 
support councils to use the 
benchmarks that capture 
variation within council areas to 
drive improvement and decision 
making.  We will strengthen the 
links between the LGBF and 
outcomes through an interactive 
online tool and publication of a 
series of thematic reports on key 
outcome areas.

Emily Lynch Core Grant + 
32 Council’s 
MOU 
Agreement

Performance 
Management

We will work with CPPs to support 
the development of performance 
management arrangements which 
are fit for purpose and reflect 
the reform agenda, and propose 
recommendations for national and 
local consideration.

Sarah 
Gadsden / 
Emily Lynch

Core Grant

Community 
Councils

We will further develop 
and support the Scottish 
Community Councils’ website. 
We will continue to support the 
Community Council Liaison Officer 
Network at events and on the 
Knowledge Hub, as appropriate.

Kristoffer 
Boesen

SG Specific 
Grant
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Supporting Change, Transformation and Improvement

Project Deliverable Lead 
Officer

Funding 
Source

Children and 
Young People

We will provide a range of support 
to councils as they continue to 
evolve and deliver their Early 
Learning and Childcare Expansion 
Plans. We will offer a range of 
support to the Education Regional 
Improvement Collaboratives as 
they implement their improvement 
plans. We will host a National 
Co-ordinator for Local Child 
Poverty Action Reports, who will 
support councils and NHS Boards 
to develop their reports and 
establish a network for sharing 
information and advice on what 
works to tackle child poverty in 
Scotland.

Sarah 
Gadsden

Core Grant + 
SG Specific 
Grant

Strategic Priority - Support future resilience and sustainability

Objective: Provide practical support

Planning Skills We will work with Heads of 
Planning Scotland, Planning 
Skills members and Scottish 
Government to develop and 
deliver the Planning Skills 
Programme. We will work closely 
with Scottish Government to 
deliver grant aided work on 
developing focussed skills 
support for a number of Planning 
Services.

Irene 
Beautyman

HOPS Income

Place Based 
Approaches

We will continue to facilitate and 
develop the Place Network aimed 
at supporting more collaborative 
working on place-based 
approaches. We will continue 
to work with partners to deliver 
support on the effective use of the 
Place Standard tool.

Irene 
Beautyman

SG Specific 
Grant
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Supporting Change, Transformation and Improvement

Project Deliverable Lead 
Officer

Funding 
Source

SLAED We will continue to provide 
support to SLAED through the 
secretariat agreement. This 
includes support to the Executive 
and Sub Groups to maximise the 
profile of the organisation and 
take forward strategic priorities.

Hannah 
Young

SLAED SLA

Economic 
Development

We will work with SOLACE, 
SLAED and CoSLA to support 
approaches to regional working, 
Inclusive growth and other local 
government priorities relating to 
economic development.

Andrew 
McGuire

Core Grant

National VAW 
Project

We will continue to co-ordinate 
the National VAW Network and 
work to ensure that every local 
authority in Scotland has a high 
performing VAW Partnership 
that engages effectively with 
community planning processes.

Joanna 
McLaughlin

SG Specific 
Grant

National VAW 
Project

We will support VAW Partnerships 
across Scotland to use the 
Equally Safe Quality Standards 
and Performance Framework to 
measure, demonstrate and further 
improve the progress being made 
to tackle violence against women 
and girls within local communities.

Joanna 
McLaughlin

SG Specific 
Grant

Money Advice 
Project

We will deliver the outputs of the 
Money Advice Outcomes project 
as agreed with the Money Advice 
Service and Scottish Government. 
This will include work streams 
relating to early intervention, 
financial education and financial 
capability, performance 
management, service 
transformation, and strategic 
funding of advice services.

Sandra 
Sankey/
Karen Carrick

Money Advice 
Service
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Supporting Change, Transformation and Improvement

Project Deliverable Lead 
Officer

Funding 
Source

Objective: Support next generation political and executive leaders 

Leadership 
Programmes

We will work with councils and 
other public service partners 
to develop and deliver a range 
of cross-sector leadership 
opportunities.

Dot 
McLaughlin

Core Grant

Leadership 
Programmes

We will work with Scottish 
Government as a key delivery 
partner to develop and deliver 
an approach to Collective 
Leadership.

Dot 
McLaughlin

Core Grant

Elected Member 
Programme / 
CPD Framework 
for Elected 
Members

We will support the development 
of Elected Members through 
workshops, webinars, briefing 
notes, the CPD Framework and 
through our support to council 
officers with responsibility for 
elected member development.

David Barr Core Grant

Elected Member 
Programme / 
CPD Framework 
for Elected 
Members

We will work with COSLA and 
other partner organisations 
to develop and deliver further 
development opportunities for 
elected members.

David Barr Core Grant
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Supporting Digital Transformation

Project Deliverable Lead 
Officer

Funding 
Source

Strategic Priority - Support a Step Change in Efficiency and Productivity

Objective: Support the development of sustainable strategic options

Digital Services We will embed revised and 
strengthened governance to 
reflect changes to the Digital 
Public Services portfolio and 
the MoU with SG ensuring 
appropriate agreements are in 
place with the 32 councils and 
other partners.

All CF Grant

Digital Services We will continue to incorporate 
proactively customer insight, 
perspective and participation into 
how we design, develop, evolve 
and deliver our services.

All CF Grant

Objective: Drive collaboration

Digital Services We will collaborate actively with 
key partners to exploit our data 
management expertise, tools 
and capacity - plus leverage 
expertise and assets of theirs - 
to support community planning 
partners, health and social care 
partnerships in pursuit of the 
wider goal of improving local 
outcomes. This will involve 
exploring the derivation of 
Actionable Intelligence/Data 
Profiling, underpinned by a full 
and robust impact analysis and 
assessment.

Martin 
Brown/
Cameron 
Walker/
Robert Clubb

CF Grant
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Supporting Digital Transformation

Project Deliverable Lead 
Officer

Funding 
Source

Digital Services We will continue to identify and 
qualify new service delivery 
opportunities with ability or 
potential for the Digital Public 
Services portfolio and/or the 
Improvement Service to add 
significant added value and 
impact, whether led by the 
Improvement Service or through a 
partnership involving others. 

Martin 
Brown/
Cameron 
Walker/
Robert Clubb

CF Grant

Digital Services We will build and introduce 
fresh capabilities to support the 
creation of a Digital Identity, 
allowing that Digital Identity to be 
used by an individual in a number 
of use cases within the context of 
a 3-Year Plan for the period 2018-
2021.

All CF Grant

Objective: Broker and mobilise resources

Digital Services We will secure a greater diversity 
of funding and income generation 
sources across the whole 
Digital Public Services portfolio 
appropriate to the strengths and 
opportunities unique to different 
products and services.

All CF Grant
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Supporting Digital Transformation

Project Deliverable Lead 
Officer

Funding 
Source

Objective: Provide practical support

Spatial 
Information 
Service

We will improve council and 
customer relationships and work 
with partners to improve the 
quality of gazetteer data. We will 
develop the Spatial Information 
Service, including Spatial 
Information Hub to include:

• Extending the range of 
spatial datasets available on 
a national basis to support 
ScotLIS and meet INSPIRE 
requirements.

• Promoting the increased 
usage of spatial information 
to support operational and 
strategic decision-making.

• Enabling the sharing of 
tools and expertise to 
supporting the efficient 
and effective exploitation 
and management of spatial 
information.

• Building a spatial information 
community within Scottish 
Local Government and 
maintain links with others in 
Scottish public sector.

We will refresh and develop the 
One Scotland Gazetteer service 
platform.

Iain McKay Ordnance 
Survey 
income + 
other 3rd 
party
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Supporting Digital Transformation

Project Deliverable Lead 
Officer

Funding 
Source

Spatial 
Information 
Service

We will commence trading of 
data from the Spatial Hub and 
continue to develop our approach 
to commercial usage of Scottish 
local government’s spatial data. 
We will engage with UK and 
Scottish policy development in 
this area to ensure sustainable 
funding is secured.

Iain McKay Ordnance 
Survey 
income + 
other 3rd 
party income

One Scotland 
Gazetteer

We will transition all 32 councils 
onto the re-developed One 
Scotland Gazetteer portal and 
assist OSG web service users to 
transition to the new OSG.

Ron 
Wilkinson

SG Specific 
Grant

TellmeScotland We will maintain and improve the 
current service. We will refresh the 
value proposition and establish a 
route map and business model for 
the future, including relationship 
with mygovscot and funding post 
2017/18.  We will integrate data 
management into the spatial 
information data hub.

Iain Paton CF Grant

myaccount We will continue to maintain and 
protect the current service.

Cameron 
Walker

CF Grant
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Supporting Digital Transformation

Project Deliverable Lead 
Officer

Funding 
Source

myaccount We will continue to build on 
the existing foothold and use 
of myaccount within Local 
Government and Health, 
including:

• To expand the number of 
authentication requests, 
distinct users, returning 
visitors and multiple users                                                                                                                                 

• To expand the number of 
adopting organisations to 35 

• To grow account subscriber 
numbers to circa 600,000

Martin Brown CF Grant

myaccount We will establish a clear strategy 
and roadmap for maintaining, 
evolving and extending the 
business for the period 2018-
2021, with a particular focus 
on the products and services 
- and opportunities - within and 
associated with the current 
portfolio, including:                                                              

• Online Proofing
• Attribute Exchange
• Mobile/App
• A working, civic Blockcjain 

within the public sector

Martin 
Brown/
Robert 
Clubb/
Cameron 
Walker

CF Grant

myaccount We will define and put in 
place service and contract 
arrangements for a fit-for-purpose 
service for post-2018 whilst 
maintaining ‘business-as-usual’. 

Cameron 
Walker

CF Grant
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Supporting Digital Transformation

Project Deliverable Lead 
Officer

Funding 
Source

Digital Services We will define and put in place a 
refreshed operating model that 
aligns our people, capacity and 
skills to the portfolio’s current and 
emerging ambitions and needs. 

Cameron 
Walker/
Martin Brown

CF Grant

myaccount We will continue to support the 
development of the policy for 
wider use of myaccount by the 
rest of the public sector as part of 
the digital ecosystem.

Martin 
Brown/
Robert Clubb

CF Grant

myaccount We will operationalise and 
grow the use of all the 
products and services within 
the Digital Public Services 
portfolio. This will include :                                                                                                                                                
                                                                                                                           
Onboarding of New Service 
Providers as well as targeted 
initiatives :

• myjobscotland
• Parents Portal 
• Digicheck.scot
• Young Scot Smart & Mobile 

Services 
• National Records of Scotland 

Secure File Service 
• Digital Market Place 

Discovery 

Martin 
Brown/
Cameron 
Walker 

CF Grant
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Supporting Digital Transformation

Project Deliverable Lead 
Officer

Funding 
Source

IS Digital 
Public Services 
Portfolio

We will maintain regulatory and 
legislative compliance, both for 
the purposes of protecting privacy 
of individuals and of managing 
risk to the Improvement Service 
as a business entity.  This will 
include the development of a 
Cyber Resilience plan for the 
Improvement Service as well as 
for the Digital Public Services 
portfolio.

Robert Clubb CF Grant

National 
Entitlement Card

We will maintain regulatory 
and legislative compliance, 
including that related to GDPR-
readiness relevant to the National 
Entitlement Card.

Robert 
Clubb/
Brenda Robb

CF Grant

National 
Entitlement Card

We will maintain and improve the 
current National Entitlement Card 
Programme through Dundee City 
Council and as defined in the 
existing Service Level Agreement 
between the Improvement Service 
and Dundee City Council, and the 
core services to which it relates. 

Cameron 
Walker/
Brenda Robb

CF Grant

National 
Entitlement Card

We will implement the business 
development plan for growth in 
use of and exploitation of the 
National Entitlement Card

Cameron 
Walker/
Brenda Robb

CF Grant

Objective: Support the development of sustainable strategic options 

Digital Services We will work with the SG 
Digital Directorate and the 
Local Government Digital 
Transformation Board and other 
partners to drive ‘over the line’ 
digital transformation initiatives 
including in Education and Health 
and Social Care.

Paul Dowie CF Grant
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Research and Intelligence

Project Deliverable Lead Officer Funding 
Source

Strategic Priority - Support a Step Change in Efficiency and Productivity

Commitment: Provide practical support

Knowledge 
Sharing

We will work with all IS colleagues 
to help coordinate and facilitate 
cross-team collaboration; to 
share knowledge and expertise 
to encourage best practice in our 
analytical activities; to provide 
advice and support to colleagues 
on research matters; and to 
gather information on ongoing 
research and internal research 
needs within the organisation to 
help us prioritise our activities.

Nick Cassidy Core Grant
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Research and Intelligence

Project Deliverable Lead Officer Funding 
Source

Research 
Planning

We will seek to establish an 
ongoing set of planned research 
projects within the Improvement 
Service based on strategic 
priorities.  This will balance these 
planned projects designed to 
meet the requirements of the 
IS and partners with reactive 
capacity to respond to ad hoc 
enquiries as and when required. 
We will liaise with colleagues 
within the IS, and stakeholders 
in COSLA, local authorities, 
and SOLACE to identify 
these priorities and analytical 
requirements.  We will also 
coordinate with stakeholders and 
research partners to ensure that 
IS research activities complement 
and add value to any existing 
research and analytical work 
being undertaken. The team will 
then design, undertake and report 
on bespoke research and analysis 
based on key priority areas and 
available datasets to support and 
inform local and public services in 
Scotland.  

Nick Cassidy Core Grant

Strategic Priority - Support the Delivery of Improved Outcomes, with a 
focus on prevention, early intervention and tackling inequality

Commitment: Provide practical support

CPP and 
External Support

Focussed on the priority 
areas, we will deliver a range 
of analytical support to CPPs 
and other external partners as 
required, including summaries of 
relevant life outcome indicators; 
administering surveys; delivering 
workshops and presenting data 
and evidence.  

Nick Cassidy/ 
Cara 
Connachan

Core Grant
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Research and Intelligence

Project Deliverable Lead Officer Funding 
Source

Supporting the 
use of evidence 
and accessibility 
of data

The research team aims to 
support the use of evidence 
and data in informing decisions 
within the Scottish public 
sector.  This includes presenting 
data and evidence in an easy-
to-use manner and ensuring 
that it is accessible to wide 
audiences.  There are various 
interactive dashboards and 
profiles available within the 
public domain which help to 
improve the availability and 
use of data.  The Improvement 
Service currently hosts a number 
of these tools, including; the 
Community Planning Outcomes 
Profiler (CPOP), Viewstat, and the 
Welfare Reform dashboard.  We 
will review and develop these 
tools to improve usability and 
responsiveness; to incorporate 
new data and geographies, and 
to ensure that they add value 
alongside other data and tools 
available in the public domain.  
We will also work with other 
national partners to review the 
range of profiles produced across 
the public sector with a view to 
rationalise and strengthen their 
position, and to encourage the 
publication of new data sources 
and development of open data 
sharing platforms.

Nick Cassidy Core Grant
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Research and Intelligence

Project Deliverable Lead Officer Funding 
Source

Internal 
Research and 
Analytical 
Support

We will continue to support 
the delivery of a range of 
programmes within the IS such 
as development of the CPOP, the 
Local Government Benchmarking 
Framework, and any additional 
ad hoc projects that may arise.  
Colleagues from across IS Teams 
are encouraged to approach 
the research team for advice 
and support in research related 
activity.

Nick Cassidy Core Grant
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