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Introduction
Surrey is a great county and its residents deserve a great council.  This drives our core aim – to be a world class 
organisation, 

We recognise that to become world class is an ambitious goal but we believe that it is achievable. We are seeing good 
progress towards our aim and have made some significant improvements. 

During 2010 -11 we have focused on the areas where we can make the most significant improvements for our 
residents. We have improved services for children and vulnerable adults and important services are now better than the 
national average. 

We have also focused on value for money and proactively addressing the financial challenges we face. We have 
implemented a clear medium term financial plan that enables us to plan our budgets much more effectively.  We have also 
made progress in our programme of Public Value Reviews. These reviews have a twin focus of saving money as well as 
providing services differently and better. We are on track to make £81m savings over four years. 

We will continue with the significant commitment to strengthen our working relationships with partners and build on 
the excellent foundations established over the past year. We will work with partners to provide leadership for the county 
to address the financial challenge we face and the high levels of legislative change.

We are tackling immediate challenges as well as ensuring that Surrey is well placed to sustain itself as a prosperous 
and successful county. Our Fit for the Future programme means Surrey County Council will be at the forefront of new 
approaches to public services. 
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We remain committed to being open and transparent and we are taking steps to make it easier to understand and 
get involved with decisions that affect you and your neighbourhood.  We will also strengthen our focus locally so we 
are better able to understand and support our residents. Over the next two years we will also be required to take 
responsibility for public health in Surrey.

This strategy - Making a Difference provides a clear direction for employees as well as residents, businesses and the 
organisations we work with as to where we are heading and how we intend to get there. Its five themes tell our story 
about where we will focus, and how we aim to work with local people and partners. It is a deliberately brief document – 
the detail on specific activities and timescales is provided in our directorate and service plans.

We would welcome your comments on our strategy
andrew.povey@surreycc.gov.uk and david.mcnulty@surreycc.gov.uk

Dr Andrew Povey				    David McNulty
Leader of the Council 			   Chief Executive
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Keeping Surrey special
Surrey is a great place in which to live, work and bring up children. The high level of house prices in the county reflects the 
demand from people wanting to live in Surrey. It is a very attractive environment where most people enjoy a high quality 
of life. We believe that a combination of five things make Surrey special:

A safe place to live	
•	 The county has one of the lowest crime rates in the UK, with low levels of anti social behaviour.
•	 Road casualty rates continue to fall.

A high standard of education
•	 Surrey’s schools and colleges have high and improving levels of educational attainment. 
•	 The achievement gap at age 19 for those from low income families has closed more quickly than elsewhere in the 

country.
•	 More young people are in work, training or education than in similar authorities.

A beautiful environment
•	 Surrey offers a wealth of world class attractions, contemporary arts venues, unique events, and numerous good 

restaurants, cafes and pubs.
•	 There is the breathtaking scenery of the Surrey Hills Area of Outstanding Natural Beauty, as well as extensive open 

countryside.
•	 Surrey is England’s most wooded county and over 70% of its land lies within the greenbelt.
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A vibrant economy
•	 Surrey has a dynamic economy and unemployment 

levels are well below the national average.
•	 The county is rated highly for its economic base 

and there is a strong focus on knowledge based 
industries.

•	 There are high levels of entrepreneurship and above 
average percentages of the resident workforce are 
employed as managers and senior officials.

A healthy population
•	 Life expectancy is high, the rate of early death from 

cancer and from heart disease and stroke are low, 
and the infant death rate is lower than the England 
average.

•	 The teenage pregnancy rate and the level of 
smoking in pregnancy are lower than the England 
average. 

•	 Levels of physical activity in adults are high.

Our main duty is to ensure that we preserve 
the features that make Surrey special, work 
to ensure all residents can enjoy them and 
safeguard them for future generations.
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Costs
To have costs as 
low as the most 

efficient of 
other 

councils

Staff
To have 
highly skilled 
people who are 
proud to work 
for SCC

Residents
To provide 
excellent value 
for money

Performance
To outperform 
other councils

Our corporate objectives

World 
Class

Our aim is to become a world class council by providing 
excellent value for money and low costs for our residents 
and businesses, delivered by highly skilled employees and 
offering exceptional levels of performance.

We are a large and complex organisation responsible 
for a range of services to a wide area with well over a 
million residents. This requires sophisticated planning, clear 
objectives and key performance measures. Each directorate 
and service has its own priorities that provide a clear focus 
against which performance is measured. However, we are a 
single organisation and so we have four key objectives for 
the whole of Surrey County Council to aspire to and be 
measured against.
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Surrey County Council is entrusted to spend large sums of money on behalf of the residents and 
businesses of Surrey. We have a moral obligation to spend that public money wisely. Over the 
next few years the council and other public services will have less money. It will be more critical 
than ever that public services are joined up and focused on residents’ needs and aspirations. We 
will focus on a local approach, by engaging with residents and organisations in developing and 
delivering local solutions.
OBJECTIVE  - To provide excellent value for money 
Value for money is defined not by us but by our residents.  All services are expected to understand 
and embed excellent value for money in every aspect of their work. We will focus rigorously on 
reducing our costs wherever possible. But value for money does not mean cheap and low quality. 
The residents of Surrey are sophisticated and demanding consumers. Our focus is on a continuing 
drive for genuine innovation in how we do things to further improve value for money and efficiency.

Residents

Costs
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How we will know  - The majority of our residents will consider us to be good value for money.

OBJECTIVE  - To have costs as low as the most efficient of other councils
The medium term outlook for public sector finances and the rising expectations of our residents 
combine to put increasing pressure on us to do our utmost to control our costs. Residents and 
businesses in Surrey expect us to do our share by taking unnecessary costs out of the organisation 
and working with partners to ensure the resources for public services in Surrey are used effectively. 
We will drive our costs down through effective management, use of technology and innovative 
practices. We will continue to work with government to replace unnecessary red tape and bureauc-
racy with enhanced transparency and accountability to our residents. 
How we will know  - Our costs will be well within the lowest 25% of costs for councils
                                                                                                                                           



We are on a journey to become world class. The first step on that journey is to become an 
outstanding county council. 
OBJECTIVE  - To outperform other councils
This means striving for quality in everything we do. It means being flexible, responsive and 
imaginative in working with residents. Our employees are encouraged to use their resources and 
ability to find innovative ways to meet residents’ needs. We are building a culture of continuous 
improvement with more innovation, much better use of technology and using the best thinking. 
We are fostering personal initiative and challenge and setting high expectations among all our 
employees.
How we will know  - We will be well within the top 25% of council performance for each 
service area. 

OBJECTIVE  - To ensure that we have highly skilled people who are proud to 
work for Surrey County Council
People are our greatest asset. This is particularly true for a complex service organisation whose 
core purpose is to protect and enhance the quality of life in Surrey and which ensures high quality 
services for residents.

Our success depends on getting the best from all our staff. We are working to make sure that we 
listen effectively to our staff, involve them fully in the changes that need to be made and provide 
strong leadership. We will continue to  invest significantly in the development of our staff so that 
they have the right skills and tools to be world class.
How we will know  - A significant majority of staff will report they are proud to work for Surrey 
County Council.

Performance

Staff

8



Making a difference
Our strategy has five themes to guide us in achieving the 
corporate objectives we have set ourselves around residents, costs, 
performance and staff.

Together they help us establish a new relationship with residents and businesses in Surrey. 
The themes are about working with partners to understand what residents want, being 
clear about what they can expect from us and together determining the best way to 
meet local needs. 

We want to help local people to take responsibility, spot local opportunities and develop solutions to local problems. 
We will make it easier for local people to understand and access public resources available in their area, to participate in 
deciding how they should be used, and play a role in designing and running services to meet their needs.

By strengthening local decision-making and delivery we will get closer to the communities we serve and will be better able 
to target scarce resources to where they will have most impact. 

Where it makes sense to work with others, including other councils, voluntary, community and faith groups, businesses and 
residents’ groups, we will do so. 

These five themes are the framework that will shape our organisation and the way we work so that we can be more 
effective and efficient in making a difference for Surrey.

5 themes

Personal 
responsibility

Deciding and 
delivering 

locally

Core 
responsibility

Prevention

Working
together
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	       Our Core rESPONSIBILITY
                    Surrey County Council will agree with
                   residents what they can expect from their
         council. We will be absolutely clear about the services 
being offered, what people are entitled to, the thresholds for 
different levels of service and where there are charges for 
services.  This will require:
•	 A comprehensive review and definition of all services, 

including thresholds, charges and usage 
•	 A shared understanding of residents’ needs and 

aspirations
•	 A better focus on the different needs of different 

areas and a commitment to protecting Surrey’s most 
vulnerable people

•	 A mature discussion with residents about what 
services really cost and what can be delivered for the 
resources available

•	 The ability to design and develop different service 
levels and associated pricing

•	 A strong emphasis on commissioning and genuinely 
open discussions about who is best placed to provide 
particular services

                  Personal responsibility
                     We want individuals, families and
                     communities to feel both free and
                     empowered to help themselves and enhance 
their neighbourhoods. We will work with residents to 
understand what they want to achieve and how we can 
help them, whether this is making a healthy lifestyle choice 
or solving a problem in the community. We will design 
services to offer people more choice and control over how 
services are delivered to meet local needs.  This will require:
•	 Freely available, joined up and targeted advice and 

information
•	 Supporting and leading changes in attitudes and 

behaviour
•	 A better understanding between the council and 

residents of what we expect from each other
•	 Removing barriers and encouraging communities and 

individuals to take action to help themselves

1 2

11 12



              Deciding and delivering
                locally
                    This theme focuses on increasing the ability
        of residents to influence decisions taken about their 
local area and how local services are delivered.  It develops 
local commissioning and greater personalisation of our 
services as a way of increasing satisfaction and reducing 
costs of delivery. This will require:
•	 Developing arrangements with district and borough 

councils, parish and town councils to move decision 
making to the most local level

•	 Arrangements for involving people locally in decision 
making, including the right to petition for a referendum 
on any issue

•	 Transparency about how decisions are made, how 
resources are used and what is achieved

•	 Much better understanding of local needs and 
opportunities

•	 Local commissioning of services where that would 
improve them

•	 Putting in place conditions that facilitate local delivery 
(e.g. reduced bureaucracy, easier procurement, joint 
budgets)

•	 Developing arrangements for communities to take 
over community assets and services where local 
people could run them better

               Prevention
                   We will aim to take action early to deal with
                    issues. By tackling problems early we aim to
          reduce their impact on residents and reduce the 
costs of putting things right. This will require:
•	 Working with communities to agree and commission 

improvements in health and wellbeing
•	 Having the necessary information to anticipate and 

avoid problems before they arise
•	 A transfer of resource to services that are focused 

more effectively and that prevent later, more expensive 
interventions 

•	 Strengthening working arrangements with partners 
to promote joint accountability and enable pooling of 
resources 

•	 Learning from others about interventions that make 
the most difference

•	 Encouraging personal and community responsibility, 
with additional support for vulnerable groups and 
communities

              

3 4
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                Working together
                  A wide range of organisations and agencies
                    contribute to our quality of life in Surrey.
            Financial pressures have focused our attention 
along with our public sector partners on the potential for 
sharing resources and making savings. This will continue, but 
we will endeavour to take this to a new level by sharing 
accountability for outcomes locally and jointly agreeing with 
local people how to best deploy our resources. 

We do not presume that our services are the best solution, 
but will commission whoever is best placed to meet 
the needs of our residents.  This could mean supporting 

local people to develop and deliver their own solution, 
commissioning a third party or developing a joint service 
with partners.

We will join up with partners beyond county boundaries 
where it will help us to get better value for money for 
Surrey residents, for example, by strengthening our 
purchasing power or by strengthening our voice, by standing 
together with our neighbours.

We will continue to work with our partners in tackling 
the key challenges facing Surrey – such as climate change, 
obesity, antisocial behaviour. 

5
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Our wider responsibilities
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Our five themes support us to meet our wider responsibilities. Surrey 
County Council is not just about service delivery. We have a duty to 
take care of Surrey and ensure that it remains a great county. This means 
working with our partners in Surrey to face up to some longer term 
challenges and issues, including looking after the environment in the face 
of continuous pressures from economic development, population growth, 
waste and climate change. We need to have debates locally, ensuring that 
our communities are supported and empowered to play a strong role in 
tackling these issues. We need to take full advantage of the new freedoms 
local authorities have to act in the interest of our communities.

As far as many residents are concerned a place as beautiful as Surrey 
simply needs to be kept that way. Longer term and global trends mean 
that change will happen. Managing the impact of change is a key part of 
our responsibility to residents. We need to build a better understanding 
with residents about our responsibility in meeting the challenges that we 
face and how best we can tackle them together.

We need a vibrant economy while managing the growth in demand for 
housing and the infrastructure that go with it. We will continue to work 
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with local businesses and neighbouring authorities 
to make a robust case to the government for 
increasing investment in our economy as the most 
effective way to drive the national recovery.

Many large businesses have chosen to have their 
headquarters in Surrey because it offers an 
attractive lifestyle and a pleasant environment, 
enabling them to recruit high quality staff. We 
need to balance the pressures for development 
with the risk of damaging just what is so attractive 
about the county. We will continue to work with 
Surrey’s district and borough councils to engage 
residents and local businesses in this debate and 
take advantage of recent government commitments 
to replace central targets with local control and 
incentives linked to growth. 

This calls for us to build and maintain relationships 
with residents and businesses that show we 
understand their needs and lifestyles, and they 
can trust us to look after the best interests of our 
communities. 
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Making it happen
An ambitious strategy requires us to have robust plans, a motivated and skilled workforce and accurate information about 
our progress and performance.

The corporate strategy sets out the approach and direction for the council. It is supported by a medium term financial 
plan. The corporate plan and strategy is implemented through a cascade of plans designed to communicate to all 
employees how this will be delivered, with a clear thread that links our strategic aims to what individuals actually do to 
for our residents. .

The council’s new Quality Management Framework builds on the tools and approaches that have served us well over the 
last year and will ensure we do these things in a coherent and smart way, underpinned by common principles and quality 
standards.  

We are driving delivery of the strategy through our programme of Public Value Reviews (PVRs), which is taking every area 
of our business in turn, and challenging it to provide better value for money.  We are monitoring our progress in delivering 
change and efficiencies identified through these reviews so we can be sure we are on track to be Fit for the Future. 

The Leader makes a statement to the Council each meeting and the Chief Executive reports progress to the Council 
twice a year.  The council publishes an annual report for residents. We have made good progress since we set out this 
strategy in 2010. 
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Alternative formats
If you would like this information in large print, on tape or in another language, please 
contact us on:
Tel: 03456 009 009                  Minicom: 020 8541 9698
Fax: 020 8541 9575                 Email: contact.centre@surreycc.gov.uk




