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Case Study

Introduction
mygovscot ‘myaccount’ is the simple and 
secure sign-in service to access online public 
services provided by eligible public bodies in 
Scotland. It is the agreed national approach 
for individuals to sign-in to online public 
services within Scotland. It provides people 
living in Scotland with the ability to set up 
an online account, and use it to access a 
growing range of online public services. 

The Challenge
Three years ago the Improvement Service 
initiated a high profile review of the 
Citizen’s Account Service which had been 
in existence for five years. The service was 
an online portal where individuals could 
manage services including council tax 
bills and payment schedules. However, 
the system had high operational costs, 
integration challenges and was not user 
friendly, resulting in low level user uptake 
and a high level of council time and 
recourse which could not be sustained.

The service had to be overhauled to 
consolidate all public services into a 
single view, giving citizens easy and 
secure access to their services. 

Organisations using 
the service include:

The Solution
The Improvement Service required a 
bespoke, cost effective solution — 
hosted on a dedicated private cloud 
environment — capable of meeting 
customer and end-user requirements while 
complying with information security. 

The new service was launched in May 
2014, simultaneously re-branded as 
myaccount. The Service successfully 
delivers ID management to eligible public 
bodies in Scotland and comprises: 

• Hardware and software assets 

• Verified dataset of citizen identities 

• Established identity 
assurance processes 

TCS led on the application development, 
including design, build and testing. The 
service is hosted securely in brightsolid’s 
Tier III data centre, and accessible at any 
time through a secure online portal.

With cost, reliability and security central 
concerns of the Improvement Service, 
TCS partnered with brightsolid to 
deliver a cloud-hosted environment 
with a robust Service Level Agreement. 
It guaranteed 99.99% accessibility, 
plus the capability to host data in 
an N3-accredited environment. 

brightsolid migrated the solution from 
co-location facilities to a dedicated 
private cloud in their Tier III facilities. 

The overall solution deployed open-
source technologies and adopted a 
standards-based agile approach to 
the design, build, test and roll-out. 

“Among the key drivers 

identified by the 

Improvement Service 

when looking to refresh 

the Service were cost, 

reliability and accessibility. 

We’ve been able to deliver 

on all fronts through our 

partnership with TCS — 

and, in turn, theirs with 

brightsolid — helping 

improve significantly 

the proposition and the 

appeal of the myaccount 

service in the process.”

Cameron Walker
Head of Operations,  
the Improvement Service.
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The Impact
The new myaccount Service — involving a 
radical refresh and overhaul of the Service’s 
technology — successfully launched on 
time, on budget in May 2014. Delivering 
the following impacts by October 2015:

• Cost. The Service’s operational footprint 
and cost was substantially reduced, 
including 28% annual financial savings.

• Availability. 100% service accessibility. 

• Access. A single sign-on service with 
improved citizen convenience was created.

• Brand enhancement. Established a 
credible ID Assurance platform aligned to 
Scottish, UK and EU standards, leading 
to interim accreditation being awarded.

• Adoption. Almost 70,000 citizen 
sign-ups (online accounts) and rising, 
plus over 2.1 million offline accounts 
(mainly comprising Young Scot National 
Entitlement Card holders plus around 
1.4 million National Entitlement 
Card holders (which covers free bus 
travel for people over 60) and who 
can use it to get a myaccount).

• Uptake. Over half (18) of Scotland’s 
32 councils adopting myaccount, 
or signalling intention to do so.

• Consumptions. Over 12,000 
monthly authentication requests.

• Improvements. Introduced 
improvements to usability and 
integration capability, improving 
the Service’s attractiveness to 
Service Providers and backed by 
Service Level Agreements.

• Additional migrations. Further 
Improvement Service-managed assets 
migrated to brightsolid facilities 
after the success of initial project.

Myaccount has been established and 
recognised as an innovation in the 
delivery and consumption of public 
services because of the efficient use 
of data (both in storage, practical 
applicability and accessibility) as well as 
the cost efficiency savings the platform 
has delivered with the help of brightsolid’s 
cloud and data centre services. 

Other brightsolid 
customers:

Scottish Government-
funded, myaccount is 
operated and managed by 
the Improvement Service, 
a body established in 2005 
to work with Scottish 
councils and their partners 
to improve the efficiency, 
quality and accountability 
of local public services.

The service is hosted 
securely in brightsolid’s 
Tier III data centre, 
and accessible at any 
time through a secure 
online portal.


