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PURPOSE
For Decision [ For Information

The purpose of this report is to ask Committee to approve the proposed Digital Strategy
and Plan 2025-2028.

This reportis submitted to Committee in terms of Section Il (B) (34) of the Council’s
Scheme of Administration relating to the development and implementation of information
technology policies.

SUMMARY

At the Corporate Committee on 28 January 2025, it was agreed that the previously
combined ICT and Digital Strategy would be separated to help the Council establish its
digital vision and ambition and accelerate the pace of its digital transformation, which had
been constrained by a lack of resource (paragraph 8 of the minute refers).

To achieve the required step change in business, greater vision, ambition and direction
and provide the catalyst for innovation and digital transformation it was noted that specific
expertise and resources would be required. This was also informed from learning from
other project work such as smarter working and the learning estate where dedicated
resources have enabled projects to progress.

Given the challenge in terms of specifying the digital vision and ambition and specifically
where a business case might be made for investment, a plan for taking the next stage of
discovery forward was agreed that would include learning from others and innovation and
thought leadership.

The outcome was anticipated as 2-fold:
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- ldentification of 2-3 key projects based on experience elsewhere that could be
translated at pace into Moray over a 9 - 12 month period, and

- Specification of the Council’s Digital Transformation ambition with an
accompanying statement of high-level outcomes and new ways of working that can
be expected to contribute to a sustainable future council

This report provides an update on that discovery work and proposes a Digital Strategy that
will move the Council’s transformation forwards by laying the foundations for future
development through modernising and maximising use of current digital platforms and
technology and taking advantage of best practice and innovation elsewhere.

RECOMMENDATIONS

Itis recommended that Committee approve the Digital Strategy 2025-2028 and Action
Plan 2025-26:

Author Name Frances Garrow
Job Title Head of HR, ICT and Organisational Development

BACKGROUND AND CONTEXT

The Council’s previous ICT and Digital Strategy and Plan set the direction and work
required to respond to, support and achieve the priorities of the Council for both ICT and
digital requirements. Since then, focus has increased on the opportunities for digital
development across the Council to enable and progress transformation to different ways
of working to support a more sustainable future council.

Initial scope for Digital advancement has been identified through the Council’s first Digital
Maturity Assessment report from the Digital Office (Scotland) and an externally facilitated
workshop of service managers. As noted in the Transformation Strategy agreed by the
Councilon 24 April 2024 (paragraph 9 of the minute refers) there is significant opportunity
to influence service design, delivery and ways of working through digital approaches. This
will extend beyond the role of the ICT service and technical solutions and will require
council wide ambition, leadership and drive. This includes articulating more clearly and
supporting the Council’s strategy for digital development within Education to enhance
learning, teaching, attainment and optimising life opportunities for young people as well
as linking closely with the Council’s approach to customer experience and accessibility of
services.

The Council is engaged with national digital work in areas including Digital Health Care
and Innovation Centre for the Care in Place Project, Microsoft technology forums
specifically aimed at Local Government covering use of Al, Power Platform, Data and
Innovation. The Council participate in the work led by the national Digital Office to
participate in and monitor the direction of national development work to ensure that the
Council capitalises on areas that would be of relevance, benefit and are achievable with
regard to future innovation.

The output from the digital workshop referred to earlier in the report identified areas to
improve efficiency and expand lean processes. However, this is largely expansion of work
that is already within the planned transformation projects and that is happeningin
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services. To achieve a step change in business, greater vision, ambition and direction and
provide the catalyst for innovation and digital transformation, more is needed.

Following agreement at Corporate Committee in January, an internal officer group
undertook further discovery work, largely through attending digital transformation events,
meeting with digital system providers for specific purposes such as the Customer
Relationship Management system replacement project or meeting with providers that
have been involved with public sector digital transformation projects.

While this work has enabled some further revision of what the Council’s digital vision and
ambition might be it did not unearth a clear step change that would facilitate a significant
increase in pace or direction. Nonetheless, the internal officer group have identified the
main elements and outcomes that are relevant to the Council’s current maturity with
regard to digital transformation and these have been drawn into a draft strategy with a
series of high-level actions identified to be taken forward.

Success measures will be developed for each specific element as the particular projects
develop so that there can be measurement and tracking of effectiveness. This is likely to
begin with high level expected benefits that are refined through learning given the
exploratory and developmental nature of the work. Nonetheless, the success measures
should become more specific regarding the outcomes and benefits on an iterative basis,
and this will be tracked through the Council’s Transform Board as well as through the
regular performance management updates to Committee at service level.

The recently agreed corporate management review changes are designed to help address
the significant capacity gaps that are impacting the pace of change and progress of the
modernisation and transformation agenda. Notwithstanding the revised structure, digital
transformation requires collaboration between and from services including support
functions.

PROPOSALS

Taking account of the Council’s corporate vision and strategic priorities, the Best Value
Actions and Transformation Strategy projects as well as the current context within services
across the Council, the proposed strategy has three main themes:

- Business Systems and Processes — end to end business process improvement,
integrated and efficient systems, increased automation leading to reduction in
duplication, inefficiency and waste

- Customer Experience — customer journey and experience improvements informed
by effective use and integration of data

- Workforce Development — maximised use of current digital tools and platforms,

improved skills and confidence leading to increased organisational capacity

Recognising that digital development is not just about technology and devices but extends
to people, culture and leadership, it is proposed that the Council’s digital vision is:
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“to embrace the possibilities that digital technologies provide to improve outcomes and
services for our customers and our workforce and enabling a digitally connected
community.”

The over-arching outcome is improving customer experience and accessibility and this is
achieved through modernisation (i.e. adopting new technologies and reducing reliance on
legacy systems), improving decision making and data maturity to facilitate a needs and
evidence led approach to effective and efficient decision making, efficiency to reduce
duplication and waste and innovation and future readiness to foster creativity and
innovation amongst the workforce, understanding the art of the possible and seeking
opportunities for collaborative improvement.

Next steps include drafting of a detailed delivery plan that s prioritised based on
assessment of need, deliverability, potential benefits and allocation of resources, with
clear communications to begin engaging with managers and the workforce regarding
establishing where the gaps in skills, knowledge and understanding are to be able to
properly address these.

Such is the pace of technological and digital development that it is proposed that the
Digital Strategy is kept under annual review to ensure it remains relevant thereby providing
the opportunity for adjustment and refocusing based on the progress made between
reviews.

SUMMARY OF IMPLICATIONS

The table below shows whether risks and implications apply if the recommendations are
agreed:

SUBJECT YES | NO
Corporate Plan and 10 Year Plan (Local Outcome Improvement Plan) X
Policy and Legal X
Financial X

Risk X
Staffing X

Best Value and Transformation X
Property X
Information Communications Technology/Digital X
Equalities. Social Inclusion and Economic Impact X
Climate Change and Biodiversity Impact X

Corporate Plan and 10 Year Plan (Local Outcomes Improvement Plan (LOIP))

Improved Collaborative Leadership, as part of continuous improvement through Best

Value, will better enable the Council to fulfil the ambitions set out in its strategic plans.

a) Linksto Council Corporate Plan —The proposals in this report support and contribute
to improved outcomes for communities as outlined in the following Council Plan
strategic priorities:



[ Tackle Poverty and Inequality.
[J Build Stronger Greener Vibrant Economy.
[ Build Thriving, resilient, empowered Communities.

b) Links to Local Outcomes Improvement Plan — The proposals in this report support
and contribute to improved outcomes for communities as outlined in the following
Local Outcomes Improvement Plan priorities:

[] Developing a diverse, inclusive, and sustainable economy

[ Building a better future for our children and young people in Moray.
[J Empowering and connecting communities.

L] Improving wellbeing of our population

Policy and Legal
There are no policy or legal implications.

Financial

There will be financial implications from the proposed development of digital service
opportunities. These are not quantified at this time and will be reported to a future meeting
of this committee for consideration.

One off Costs:

Service Budget Budget Proposed Virement Other
Area Years Spend this | From Comments
Year

Annually Recurring Costs:

Service Budget With Annual Virement Other

Area Effect Net From (if Comments
From Impact applicable)

Risk

There are significant risks for the Council if the pace and scale of digital transformation
does not increase rapidly. Notwithstanding this, the Council has to be assured that
resources and budget allocated to digital transformation projects have a proportionate
chance of achieving the outcomes and benefits are capable of being realised.

Staffing

As the Council seeks to transform and modernise through its digital strategy and plans,
resource will be required to take the work forwards. These requirements will be clearly
specified in any project mandates or business cases and includes Organisational
Development and Change resource. In addition to this, specific technological issues may
emerge which may require ICT involvement to plan and resolve.

Best Value and Transformation
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This Digital Strategy supports the achievement of the priorities set out in the Corporate
Plan.

Property
There are no property implications.

Information Communications/Technology/Digital

The information communication technology and digital implications are contained within
the body of the report.

Equalities, Social Inclusion and Economic Impact
The Digital Strategy will help improve accessibility to Council services.

Climate Change and Biodiversity Impacts
There are no specific climate change and biodiversity impacts.

CONSULTATION

This report has been prepared in consultation with the Corporate Leadership and
Extended Corporate Leadership Teams and the internal officer working group and any
comments made have been incorporated into the report.

BACKGROUND PAPERS

Transformation Strategy and ICT Strategy and Plan 2025-2028.
Digital Maturity Assessment Outcome Report and Update (3MB)
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1 Introduction

Digital technology is transforming society while Moray Council delivers services to the
community in an environment of increasing demands, higher customer expectations,
reducing budgets and higher costs. Digital development provides the potential and
opportunity to enhance delivery of council services and expansion of digital technology
will play a key part in our future sustainability.

This Digital Strategy sets the vision and direction for how we will review and redesign
services using a digital first approach with a strong customer focus alongside workforce
development to ensure we enable and embed the cultural shift and efficiencies both
within our community and our workforce. While delivering on our key corporate
priorities we are committed to ensure that our services are as effective and efficient as
possible and securing a sustainable financial future for our Council.

VISION

“to embrace the possibilities that digital technologies provide to improve outcomes and
services for our customers and our workforce and enabling a digitally connected
community.”

We AIM to place our communities and customers at the heart of what we do. This
means ensuring digital developments are accompanied by improved digital access,
skills and confidence to improve inclusivity, make sure that no-one is left behind and
digital exclusion is reduced.

Ambitious and forward-looking, our PURPOSE is to seek out digital opportunities, using
information and data safely and effectively, to make informed and insightful decisions
with increased responsiveness. We will increase digital service delivery, supporting
customers and the workforce to develop their digital skills and confidence, providing
the appropriate tools, skills and environment to support innovation leading to improved
quality of services at lower cost. We will create an environment that supports new
technology to be embraced enabling residents of Moray to receive optimised, effective
and efficient customer services.

RESULTS

Achieving enhanced digital development and maturity will RESULT in the Council
streamlining its systems and access to services as well as being able to focus resource
on people who require further assistance. The obligation to deliver services as
efficiently and cost-effectively as possible is enabled by digital delivery that will also
provide more choice, control and accessibility to service users.

This strategy sets out a high-level framework for our vision and future direction so that
digital technology, innovation, services and infrastructure all contribute towards our
future sustainability. The pace of technological change and innovation remains rapid
however and future developments may require revisions to the strategy and plan going
forwards.



2 Context

National - The national context is set by Scotland’s Digital Strategy, “A Changing Nation:
how Scotland will thrive in a digital world” which sets out the national direction and is a
critical enabler of public service reform and digital reform. The Improvement Service /
COSLA / Solace are jointly leading transformation and identifying examples of best
practice while the Digital Office (Scotland) leads collaboration on digital developments
nationally.

Strategic - The Council’s Digital Strategy is aligned to the council’s vision and strategic
priorities that are contained within the Corporate Plan the Local Outcome Improvement
Plan along with the Best Value Action Plan and Transformation Strategy as our route
map to efficient, effective and sustainable future service delivery.

Local - Within the Council currently there are multiple legacy (older/pre-existing)
systems that require to be maintained and upgraded as they become unsupported by
providers and technology moves on. This also provides however opportunities for the
Council to look for new solutions and opportunities that give scope for advantage,
learning from innovation and best practice elsewhere.

3 Drivers

Our key drivers for digital development are informed by several specific challenges
within services including specifically Education and Customer Services, which are
categorised into 5 main elements.

Legacy Systems — there are legacy systems in use that are not conducive towards the
use of developing technologies. While some of the larger systems are scheduled for
review and renewal, a comprehensive review of other systems currently in use is
required to allow the Council to assess the associated risks and issues, consider the
strategic approach to be taken for planned migrations and future options.

Acceleration and Maximisation — the council needs to accelerate the pace of change
and use of current digital technology, maximising use of its current systems and
software such as the M365 suite of applications.

Addressing Gaps and Advancing Adoption — ensuring awareness of developments being
applied that could address gaps through speedy adoption of new developments that
have been tried and tested by others.

Workforce Development —the Council workforce has variable experience of using
different digital technologies with varying levels of competence and confidence. This
requires development to be able to provide people with the skills and knowledge they
need, including time and space to explore and understand the currently available
technology. This will ensure they are prepared and enabled to embrace digital
developments in their jobs, with a clear vision and direction set from the leaders of the



organisation and a commitment to support workforce development to make the shiftin
behaviour happen.

Innovation and Future Readiness —the council needs to create an environment that
fosters innovation and creativity, ensuring we are better prepared and future ready
including ‘digital thinking’ through benchmarking, collaboration and participation in
national and sector leading digital activity.

4 Themes

Taking the above into account the following areas of focus are identified to contribute
towards improving customer experience and accessibility to provide a comprehensive
digital front door to council services with more services available online providing
choice about how and when they are accessed, with improvements that drive efficiency
and free up staff time to focus on more value adding areas e.g. customers who need
additional assistance.

Business Systems and Processes — driving end to end process improvement, linking to
other systems where required leading to efficient, integrated internal systems. This
includes process improvement (e.g. LEAN), upgrades, use of automation, reducing
duplication, inefficiency and waste, instil standard operating procedures per system to
ensure consistency and reduce the risk of error.

Customer Experience - clear strategy for customer service and experience, new
Council website and customer relationship management system with clear links to
lines of business systems, process improvement on customer journey and experience
including use of new technologies which combined with decision making and data
maturity will lead to better use of customer data. unification and integration of data
enabling swifter and more comprehensive analysis of need, evidence led approach to
enable effective and efficient decision making through better understanding of data,
benchmarking and best practice thereby helping us make the right decisions at the right
time.

Workforce Development — maximise the use of current digital tools e.g. standard office
tools, M365 suite of applications that help create, communication, collaborate,
automate, analyse, report. Introduce new technology including digital tools for front
line staff. Improve skills and confidence to increase organisational capacity for change
with staff empowered to explore, test out and embrace new ways of working. Preparing
and enabling staff to have the time, space, skills and confidence to engage with the
current technology and platforms, enabling them to fully utilise and realise the capacity
for benefits these should bring by adoption of and embedding new ways of working.

5 Plan

Priority Rating:
1 — critical in terms of scale of impact and/or to success of other actions



2 —wide scale impact and/or supports achievement of other outcomes
3 — clear benefits but importance may be outweighed by other actions
4 — ongoing area of work where further development is not required at this stage

making

approach to data

Themes Outcome Change Date Priority
Business Endto end process | Increased use of Al, June 1
Systems and improvement self-service, 2026
Processes across the Council | automation and
using LEAN workflow e.g. HR-
principles Payroll to improve
efficiency
Legacy systems Inventory and Mar 2
upgraded or assessment of major | 2026
replaced including | systems to facilitate
integration and planned approach to
links between inter- | scalability and future
dependent proofing
business systems
Replacement of major | Per 1
business systems: project
- Lagan
(Customer
Relationship
Management)
- CareFirst
(Social Work
and Care)
- Council
website
Customer Single view of Corporate customer Dec 1
Experience person enabled experience strategy 2026
that links with ICT and
Digital Strategies
Increased integration | Mar 2
between council 2027
systems to ensure a
single customer
record, reduce
duplication of
information and
enable a more joined
up approach to
service delivery
Business Data Strategy
intelligence approved and in place | Nov 1
enabled decision including integrated 2026




using collaboration
and data sharing
agreements

Data Maturity
Assessment baselined
and measured over

time Jun 2026
Standardisation of
data reporting tools
across organisation Mar
for better use of 2027
customer data
New technology to
improve the customer
journey automating Per
repetitive tasks and project
business processes to
help improve first
response process
New/Refreshed Modern and engaging | Oct
Council website digital front door: 2026
- Newonline
processes
- New
functionality
fore.g.
bookings and
appointments
New refreshed An engaging staff Dec
Council Intranet portal designed to 2026
connect employees
with the information
they need, when they
need it
Workforce Current systems Improved use of MS Dec
Development and software fully Office suite of tools 2026
utilised
Enhanced Dec
understanding and 2026

use of M365 suite of
tools to create,
communicate,
collaborate, analyse,
report, plan, etc




Use of digital tools for | Oct 2

frontline staff 2026
developed
Workforce Create an Dec
empowered environment that 2026 1

empowers and fosters
employee confidence
to develop digital
skills to bring about
the change of
behaviour required

New ways of working Ongoing | 2
adopted and

embedded

Improved Mar 2
organisational 2026
preparedness for

using new

technologies for core
business e.g. Al-driven
chatbots to provide
24/7 interactive
assistance to
customers,
automation
introduced for simple
repetitive processes,
and the use of Copilot
for time consuming
tasks like the
production of
contracts of
employment

This strategy will be supported by a more detailed delivery plan that will be closely
linked with the ICT Strategy and Action Plan to ensure appropriate infrastructure to
support digital development to support the Council’s approach to Customer
Experience, development of the Education digital approach and other areas of cross-
over or close inter-dependence. Information Governance assistance for some
initiatives and the capacity to provide this will also be required to be considered.

Monitoring, Evaluation and Review

The implementation of the Digital Strategy and Plan will be monitored and evaluated
through the Council’s agreed performance management framework i.e. departmental



management teams, service plan monitoring and the Transform Board for larger
discrete projects.

Progress on the Strategy and Action within the plan will be reviewed annually initially
given the pace of digital transformation and change.



