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Introduction

1. When I joined the council in 2009 Members asked for better sight of the key issues 
we faced and the steps being taken to deal with them.  We agreed it would be helpful 
for me to bring my views together in a report to the Council every six months.
My first report genuinely doesn’t feel long enough ago for me to now be presenting 
the tenth of these. The time has flown.  

2. The format of the report has evolved over time in response to feedback from 
Members and staff – and I have made some adjustments this time too.  The 
overview section (p2-8) gives readers a summary of my thoughts in response to 
three key questions:

! How have we performed over the last six months?

! What are the key challenges we face?  

! What must we focus on next?  

3. I have kept my answers to these questions brief.  I will be using them to prompt a 
wider discussion with Members, staff, and partners over the coming weeks through 
my visits to teams and locations across the county.  I will share the different 
perspectives and key points from these discussions on my s-net chat zone blog.
And I encourage others to discuss and share their views with colleagues, be it in one-
to-ones, team meetings or via chat zone.

4. The case study section of the report (Annex A, p9-24) again includes inspiring 
examples of the positive difference being made to people’s lives.  The online 
campaign promoting the case studies in my last report attracted over 12,000 views.
Sharing our experiences and learning from each other makes us a stronger 
organisation.  The stories featured in this report will again be added to our online 
Improvement Toolkit and shared through an online campaign.  I encourage staff and 
Members to share further examples.

5. Also attached to the report is a list of the latest awards and recognition the council 
has received (Annex B, p25).  I’m proud that the hard work of Members and staff 
continues to be widely recognised on the national and international stage.  For 
example, our shared services team was recently named the best in Europe by a 
major industry body, beating off competition from hundreds of leading organisations.  
We can take confidence from this and the other recognition we have received.

6. Readers who want more detail will find this in a number of other recent reports: 

! Annual report 2013/14 (published 12 July 2014) 

! Budget and performance outturn 2013/14 

! More than 50 ways Surrey County Council adds value

! Council priorities web pages

7. I have not sought to repeat all of this information in this report, but instead to 
summarise my conclusions on the council’s recent progress and the next set of 
challenges.  
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How have we performed over the last six months?

8. The last six months have reinforced two key points.  Firstly, the council continues to 
perform strongly and is without doubt making a positive difference to people’s 
lives day in, day out - not least when pulling together with partners and residents to 
deal with crises such as the floods. Secondly, there remains no room for 
complacency - it is crucial we continue to learn, and that means being honest about 
the areas where we can do better. 

9. I’ll now expand on these conclusions by sharing six examples from the last six 
months.

We worked with communities and partners right across the county to respond to 
persistent flooding, demonstrating “one team” in action

10. The floods were a devastating blow to thousands of residents and businesses. The 
determined response by communities, working alongside staff from numerous 
agencies, was impressive.  I’d like to re-iterate my thanks to our colleagues in 
emergency planning, fire and rescue, social care, communications and facilities who 
were at the sharp end of the response.  And to all of those who made adjustments to 
keep our important services going elsewhere in Surrey during the period.

11. Work continues to support individuals, families, businesses and communities to get
back to normality as quickly as possible. Given the scale of damage it will be a 
long hard task in some cases. There is also the ongoing task of assessing and 
repairing where we can the damage to roads, bridges, embankments and footpaths 
across Surrey. 

12. We have been reviewing our response to the crisis with partners and communities so 
we can capture the lessons and strengthen our preparedness for future incidents.  As 
always there are things that can be done better.  There is also a broader lesson.  
During the crisis people worked together incredibly effectively, as one team for 
Surrey.  It reminds us how important it is to have effective partnerships in place so 
we can bring our collective skills and resources to bear, organising around an issue 
(or opportunity), rather than our team or organisational boundaries.      

We continued to fulfil all our key responsibilities  

13. Our day-to-day work with the many residents we support is of critical importance. 
Over the last six months we continued to make progress on the quality of 
safeguarding work with adults and children, focussing on the areas where we 
need to improve.

14. Fostering Fortnight at the end May helped to draw attention to the dedicated work of 
the 250 or so foster carers across Surrey who provide a loving and supportive 
home for children.  Our efforts to recruit more foster carers continue. And I’m 
excited we are helping to lead the Fostering Networks’ (a UK charity) Head, Heart, 
Hands programme. This is introducing social pedagogy practices (holistic education 
and care) to support foster carers and help improve the lives of the children they 
foster. Page 27
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15. In March a team of experienced and respected peers visited us to review our adult
safeguarding practices. They did a thorough job, interviewing colleagues, partners 
and users and reviewing our key documentation. The feedback they shared in April 
was positive, especially about the quality and motivation of colleagues in this 
area.  They also made some constructive suggestions to help us improve further and 
we are following these up.

16. Our work to deliver the biggest school expansion programme in Surrey’s history
helped ensure that in March and April most children were offered a place at their 
preferred school for September. For primary schools, 85% got their first preference 
and 94% got one of their top three preferences. The figures were 83% and 94% 
respectively for secondary schools. Meanwhile in April Ofsted released the latest 
statistics showing that of the 384 schools the council is responsible for, 100 are rated 
“outstanding” and another 213 “good”.  We’ll continue to focus on raising performance 
in all our schools. 

We created public value, for example reaching our target to fill 500 apprentice 
places two months ahead of schedule 

17. When Jack Cole secured his apprentice role in digital media with Iceberg Vision in 
Egham he became the 500th young person to be successfully recruited through 
our scheme.  This was a landmark moment for the scheme which has seen local 
businesses, the council, and contractors take on apprentices. We are now aiming to 
fill 500 more apprentice roles by next April following the Cabinet decision to invest 
another £750,000 in boosting young people’s job prospects.  

18. I’ve picked this because it is a good example of how we have invested to create 
public value.  The three key components for public value are met.  Firstly, there is a 
measurable benefit to the young people we are supporting – and over time to the 
wider economy.  Secondly, we have a strong commitment from the Cabinet and 
Council, which in turn has harnessed support from local partners and businesses. 
Thirdly we have the skills and resources in place to deliver the scheme effectively.

We accelerated our partnership work, working together through initiatives like the 
Surrey Family Support Programme to improve outcomes 

19. In my last report I highlighted the importance of accelerating our transformation work 
with partners.  This has started to happen. The Public Service Transformation 
Network (PSTN) work is building real momentum. In February the Cabinet signed off 
a set of key propositions, enabling more detailed work on the design and 
implementation of changes to get underway.

20. A leading example is our work to develop a Surrey Family Support Programme.  In 
its first year, the Programme completed 957 early help assessments (EHAs) for 
Surrey families. This has seen different practitioners including health, education, 
housing professionals work together with the police and other agencies where 
appropriate as a team around the family to assess their needs in the round and 
deliver a joined up support package, with intensive support where necessary.  Our 
approach has attracted praise from Central Government and we are pushing ahead 
with plans to scale up to cover between 4,000 and 7,000 families over three years.
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21. Good progress has been made across the other PSTN strands, including health and 
social care integration, and the emergency services collaboration. Strategic 
partnership work on whole systems requires careful attention over a prolonged 
period.  We will need to retain a sharp focus on the PSTN work - and our other 
regional and local strategic partnerships - over the coming months.  

We put innovative proposals into action, for example establishing Surrey Choices 
Ltd

22. Following the Cabinet decision in December 2013, Surrey Choices Ltd - a Local 
Authority Trading Company wholly owned by the council – was incorporated in 
March.  The creativity and commitment I’ve already seen from the staff and users 
involved gives me confidence the new arrangements are the best way to secure a 
sustainable and responsive offer for Surrey residents.

23. This development, stemming from our work looking at innovation and new delivery 
models, builds on other initiatives such as our schools support partnership with 
Babcock 4S and the First Point Community Interest Company for hard of hearing 
services. It reflects the careful balance we are striking with our time and resources - 
making sure we are improving the quality of the work we do today, while also putting 
in place the best arrangements to ensure sustainable and innovative services for the 
future.

We continued to manage our finances responsibly, delivering £62m savings in 
2013/14 and setting a refreshed budget for 2014/15 

24. The £62m savings delivered through 2013/14 took the total saved since 2010 to 
almost £260m. A significant achievement whilst maintaining or improving the quality 
of what we do.  I’m pleased with the continued progress we’ve made over the last six 
months on productivity.  There is though of course much more still to do.  Looking 
ahead, the Council agreed a budget for 2014/15 and a refreshed Medium Term Plan 
following a thorough planning process.

25. It is becoming more and more challenging to deliver year-on-year savings and it 
makes the quality and robustness of our planning process crucial.  Our external 
auditors, Grant Thornton recognised the strength of our arrangements in their recent
national report.  And we have further strengthened our approach for the current 
planning round.  In March the Cabinet asked that - given the size of the challenge - I 
work with the Director of Finance to establish some additional arrangements for 
analysing progress on medium term savings plans. The results of this analysis will 
feed into the planning process, which again features a programme of regular 
seminars for all Members alongside wider stakeholder engagement.

We continued to share our experiences to help us learn and improve what we do for 
residents

26. Over the last six months I have visited lots of teams across the county, often 
alongside the Leader. We have, as ever, been hugely impressed. The council’s 
strongest asset is the people who work for it.  A highlight for me was seeing so 
many staff, Members and partners come together to share their experiences and 
achievements at the Working for a Better Surrey event at the start of April.
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27. It is crucial we continue to find effective ways to support and learn from each 
other. This includes ensuring staff and Members have the training, support, 
equipment, and working environments needed to work productively.  We have 
already made important investments and improvements, but I’m very aware there is 
more to be done.

28. One area that we must improve on urgently is appraisals.  Appraisals are an 
important part of how we support the wellbeing, development and effective 
performance of every single member of staff.  I’m very disappointed that 
significant numbers of colleagues are still not receiving an annual appraisal.
Actions are underway to address this.

29. I encourage staff to continue raising any concerns where there is a problem with 
the level of support, or where frustrations are getting in the way of what we have to do 
for residents. The Leader and I remain personally committed to making sure we 
improve in any areas where concerns are raised.  

30. I hope the examples I have shared reflect the scale and range of what we have 
achieved over the last six months.  I’ll now go on to summarise the key challenges 
we face.

What are the key challenges we face? 

31. Our strategic challenges stem from two significant and persisting trends. Firstly, there 
are an increasing number of things we need to do in order to meet the needs of 
Surrey and its residents and fulfil our purpose as a council.  Secondly, the total 
resource available to do these things continues to reduce in real terms.

32. We know that demographic changes at both ends of the age spectrum will continue 
to drive up demand, in particular for school places and services for older people.  In 
addition, the range of new responsibilities and duties we have taken on following 
national policy reforms have not consistently been accompanied by the funding 
and/or freedoms required to deliver them effectively. Indeed, taken as a whole, 
national policy reforms sometimes place contradictory and conflicting demands on us.

33. Surrey’s residents rightly demand that the quality of our work meets their high
expectations. This includes ensuring our customer service and responsiveness 
match up to their very best experiences with other companies and organisations they 
deal with.

34. At the same time there will continue to be a real terms reduction in available 
resources.  It is sobering that around 60% of the spending reductions planned in 
public services are yet to take effect.  And austerity is very much here to stay. The 
legacy of unfinanced commitments already made by the current Government and the 
further efforts required to address the structural deficit mean that - whatever the 
make-up of the Government following the May 2015 General Election - Local 
Government will continue to be squeezed through to at least 2020.   This will be the 
case should the OBR’s (Office for Budget Responsibility) positive growth forecasts be 
met. If they are not, it will be even tougher.
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35. These challenges are not surprising – they have loomed large for the last few years.
But their scale, prolonged nature, and the fact we cannot control them, mean it is 
critical we regularly re-assess them.  I’ll now go on to describe how we can continue 
to respond effectively to these difficult and uncertain conditions.

What must we focus on next? 

36. I remain confident we can successfully navigate the significant challenges we 
face.   The evidence of our continued progress over the last six months confirms to 
me that we have the right overarching strategy in place: a constant focus on 
building strong relationships within and outside of the council; taking a long term 
strategic view; prioritising support to our most vulnerable residents; and finding 
innovative ways to work with residents to co-design and co-deliver services. 

37. Crucially our strategy is purposefully strengthening our capability and capacity to 
respond quickly and nimbly to any new challenges that are presented to us.
The significant level of uncertainty we face in both the immediate and long term 
necessitates this.

38. There are four particular areas I believe we must focus on over the remainder of 
2014 in order to continue the successful implementation of our Corporate Strategy.  I 
will be paying careful attention to each of these, and I welcome the important 
contributions Members will also make in each of these areas.

We must keep checking we are meeting the needs and expectation of residents 

39. The needs and expectations of residents are dynamic and constantly changing.
It is our duty to respond to these.  There is no single simple way of doing this.  There 
is also inherent complexity given the many different individuals, groups and 
communities that we serve.  There are two important elements we must improve on 
to help us manage this.

40. Firstly, it is critical that we involve users in any work to improve or change what we 
do.  This means strengthening our understanding of residents’ experiences and 
our capability to co-design and co-deliver solutions with them. Members will of 
course continue to play a vital role through community leadership and by feeding 
information from local areas into the Council.  Secondly, we must make full use of 
the data and facts that can – and should always – help guide our decisions and 
policies.  This includes fully understanding the long term impacts of any decisions we 
make now.

We must push ahead with our partners on whole system transformation  

41. A deep understanding of residents’ needs and experiences, and careful 
assessment of what drives positive outcomes and value must shape our 
transformation efforts: not organisational boundaries.   As I described earlier we’re 
starting to see some of the benefits of a shift of emphasis from multiple high cost 
responses by different organisations towards co-ordinated prevention, earlier 
intervention, and a stronger focus on how communities and individuals can be 

Page 31



Chief Executive’s Progress Report: January – July 2014 

Page 8

supported to meet their own needs rather than be seen as passive recipients of 
services.

42. We need to deepen this work with partners so we can consistently design what we 
do around the concepts of “one place, one budget” and “one person, one budget”.
This systems change is complex.  And putting changes in place is always harder than 
writing them down.  To help facilitate progress we will be developing some joint work 
over the coming months with key partners on our organisational practices, cultures 
and skills.

We must realise the opportunities identified by our work on innovation 

43. Having made significant efficiency savings over recent years, we are now entering a 
phase where balancing our budget rests increasingly on our ability to successfully 
execute our more innovative and transformative ideas.

44. In addition to the areas of significant system transformation with partners described 
above, we must move quickly over the coming months to seize the opportunities
opened up by latest technology and digital developments.  And we must bring 
forward the next set of proposals from our work on new models of delivery.

We must put strong leadership in place which can release the full energy and 
potential of staff 

45. Finally, to enable us to achieve these things we need to strengthen our ability to 
operate as “one team”, to direct our resources and skills nimbly onto the most 
important tasks, and to balance the day-to-day delivery of current services with work 
to design and implement new models of public services.   

46. This requires a more widely distributed – and therefore stronger - leadership 
model so that our senior officer leaders are organised to make an optimal 
contribution.  We have started to develop these arrangements and they will be 
properly established over the next six months.  It will mean moving away from a 
purely functional and directorate/service centred set of arrangements and 
supplementing these with networks focussed on cross-cutting goals. The Cabinet 
Member portfolios have already been adapted to reflect this approach.

47. The wider leadership group will also give added focus to our efforts to release the 
full energy and potential of staff.  An essential role of leaders is to create the 
conditions in which everyone can make a positive contribution.  I’m determined we 
make strong progress on this over the next six months.

48. Finally, I want to put on the record again my appreciation of the colleagues – staff, 
Members, partners and residents - I am fortunate to work alongside. I look 
forward to discussing this report with you.  And I’m excited about the work will we do 
together for Surrey over the next six months. 

Attached 

Annex A: Case studies 
Annex B:  Awards and recognition Page 32
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Annex!A:!Case!Studies!
Supporting vulnerable adults!

! Miriam Lloyd helps a disabled resident’s dream come true, p.9

! Holly Case gives hope to residents experiencing domestic abuse, p.10

! Bryn Strudwick admires great teamwork between Fire and Adult Services, p.11
Protecting our vulnerable children 

! Mary Angell shares how Members pool funds to help children in care, p.12
Improving our roads 

! Matthew Jezzard praises a new way to reduce traffic congestion, p.13
Strengthening our economy 

! Michele Manson celebrates a new type of partnership to help businesses, p.14
Caring for our environment 

! Paul Millin cuts carbon, calories and cost for our residents, p.15 
Keeping families healthy

! Julie Nelson promotes exercise and nutrition to help cut child obesity, p.16 

! Shahnaz Bano encourages carers to take a free health assessment, p.17 
Helping families thrive

! Susie Campbell involves families in designing services they use, p.18 

! Norah Lewis helps residents access information about care and support, p.19 

! Rose Wilson reveals what over 400 volunteers have done for communities, p.20 

! Maria Michaelides helps a mother, daughter and son get back to work, p.21 

! Rubina Bhatti shares how Family Learning has changed life for her and her family, p.22
Investing in our schools

! Sally Hewlett-Taylor shares how we’re easing pressure on school places, p.23 
Creating opportunities for young people 

! Patrick Tuite develops a new career through his apprenticeship, p.24
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