
 

D
Ch
Pr
Jan

 

RA
hief
rog
nuary

FT 
f Ex
res
y – Ju

xec
s R

uly 20

utiv
Repo

014 

ve’s
ort

s Sixx MMonth 

Page 23



Chief Executive’s Progress Report: January – July 2015 

2   

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. 
This is my twelfth report.  
 

2. The format of the report has changed over time in response to feedback from 
Members and staff.  The purpose of the report has also evolved.  It has increasingly 
become a prompt for wider discussions with Members, staff and partners – just 
one part of ongoing conversations at meetings and team visits, and online through 
chat-zone, my blog and regular emails.   
 

3. Most importantly it has also become a way of sharing experiences and learning 
with each other.  My latest call for people to share their examples received a strong 
response.  There are 31 inspiring stories in this report.  These examples will be 
added to our online Improvement Toolkit which has now attracted over 30,000 views. 
 

4. Over the following pages readers will find a summary of my thoughts on the first 
six months of 2015 and the challenges that lie ahead (Part 1: p3-10).  Once again 
I will be using these thoughts to prompt a wider discussion over the coming weeks 
and months through my visits to teams and on my s-net chat zone blog.   
 

5. I recommend that readers prioritise reviewing the case studies from staff and 
service users in this report (Part 2: p11-47).  They are a wonderful testament to the 
quality of work done by colleagues and the difference that work makes to people’s 
lives.  
 

6. This report also includes updates from the Strategic Directors overseeing our 
leadership networks (Part 3: p48-51). We know we can’t solve our biggest 
challenges working in isolation as separate services.  These networks are a key part 
of our shared “one team” approach.  The work they do over the coming months will 
be critical to our success.     
 

7. Given the changing purpose and format of this report I propose that this is the final 
one presented formally to a Full Council meeting.  I still intend to produce a report for 
discussion at Member seminars and staff events. And I will still publish it on the 
website so it is available to everyone.      
 

Contents: 
 
 Part 1: Overview  
 Part 2:   Case studies  
 Part 3: Leadership Networks updates 
 
Further detail: 

 
 Annual Governance Statement 2014/15 
 Medium Term Financial Plan 
 How we’re performing web pages  
 Council priorities web pages 
 Surrey-i 
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The last six months 
 
8. I am always astounded by just how much happens over six months.  The first 

half of 2015 was no exception.  For example: significant new arrangements for health 
and social care were implemented in April; thousands of new school places were 
built; our shared services partnership with East Sussex was launched; and we hosted 
a programme of celebrations for the 800th anniversary of the Magna Carta.   
 

9. Alongside these selected examples we continued to fulfil a huge range of critical 
daily responsibilities, and made progress on re-designing services so they are 
more responsive to people’s needs and achieve better value.   
 

10. Rather than provide a detailed commentary in my words I encourage you to 
understand the scale of work done since January through the words of 
colleagues and services users (Part 2: p11-47).  I’m immensely proud of these 
examples and the many others I have the privilege of regularly hearing about. 

 
11. One of the things I often discuss with teams is the ingredients that contribute to our 

best work.  There is no simple recipe for success, but it is clear that where great 
things happen there is always a strong sense of purpose, a clear shared goal, 
and lots of examples of our values being put into practice.  The case studies in 
this report illustrate the point.   
 

12. Jessica was able to support a child with autism and epilepsy and his family by 
listening to them and understanding their needs (p17).  Tracey and her team took on 
the responsibility of finding new venues for wedding ceremonies following the fire at 
Clandon Park (p45). Colleagues in the Youth Support Service developed a 
relationship of trust with Gemma that helped her find a job (p28).  Mutual respect 
between Julie, a foster carer, and colleagues from Children’s Services helped ensure 
a better experience for her foster child (p19).  
 

13. The stories in part 2 also illustrate how more and more of our work is focussed on 
working with partners and residents to support individuals, families and 
communities to be more independent and support themselves.  Lucy’s story of the 
support she gets from Surrey Young Carers is a fantastic example of this (p23).  At 
the time of writing it is National Carers Week and it is humbling to be reminded of the 
dedication of Lucy and the thousands of other carers across Surrey.   
 

14. Our work to support carers is critical and I was delighted to learn that the 
Department of Education has selected us to be one of six national trailblazers 
for supporting young carers. This recognition is well deserved and the programme 
gives us a chance to make further improvements over the coming months.  
 

15. To make it easier for everyone to understand our purpose, shared goals and values 
we took the opportunity in February refresh the Council’s Corporate Strategy.  It is 
focussed on the most important things and sets out three key strategic goals on 
wellbeing, economic prosperity and resident experience. It is one page long and 
colleagues have told me it is much clearer.  We have also started a series of events 
and discussions to ensure all teams get a chance to discuss our purpose, goals and 
values and think about how their work contributes to these.         
 

16. In the last few weeks we have had the publication of the Ofsted report into a pilot 
inspection that was made in October and November 2014.  We had invited Ofsted in 
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because we were implementing significant changes in the way we were responding to 
children in need and we wanted an external assessment of how that was working.  
The report identifies important areas that needed to improve and colleagues have 
been working hard on those since last November. 
 

17. Nationwide there continue to be very serious challenges in children’s social care due 
to the complexity of the threats to children’s wellbeing. I am encouraged by the 
determination and energy of colleagues to get this right and I am confident we have 
a basis to make strong progress in the next six months.    

 

The context we work in 
 
18. The strategic challenges we face have not altered significantly over recent years.  

But, with the passing of time their scale increases.  Rather than describe these again 
I asked a colleague skilled in info-graphic design to present the picture of these 
challenges (see p5-7).  I find these visualisations very powerful.  We will update them 
as new data becomes available.      

 
19. Following the General Election in May the new Government’s legislative 

programme is beginning to take shape.  There are a number of new Bills that we 
will need to respond to over the coming months.   
 

20. We knew before the Election that whatever Government was returned local 
government would continue to be asked to manage with reduced funds. The exact 
size and shape of reductions is not yet clear.  But by all calculations austerity for 
local government is set to last into the future, rather than reach an end in the 
coming years.  
 

21. We will continue to assess the implications of further announcements over the 
coming months.  Important work is being undertaken to refresh our Medium Term 
Financial Plan this summer so it incorporates the latest data on demand for services, 
and reflects the new Government’s spending plans. 
 

22. Given this context we know we are going to have to continue working differently and 
learning from our experiences in order to keep pace with rising pressures. This will be 
tough, but based on our progress to date I believe we can successfully navigate 
the significant challenges we face.  In the next section I will describe the key areas 
of focus for the next six months.  
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The next six months 
 
23. There is a huge amount to get done in the next six months.  There are four key 

areas that require a particularly strong focus.  
 

 Working with partners to improve services for children in need. 
 Releasing the full energy and potential of staff. 
 Accelerating whole systems transformation.  
 Ensuring Surrey has the powers to continue improving services for residents. 

 
24. We will need to make strong progress on each of these in order to fulfil our 

obligations to residents into 2016 and beyond.   I will be paying careful attention to 
each of these and I welcome the important contributions Members will also make in 
these areas.  

 
Working with partners to improve services for children in need 
 
25. Following the Ofsted inspection of our services for children in October and November 

2014 colleagues have been working flat out to make the improvements 
required.  Ofsted said that for children who are not in immediate danger but have 
difficult lives through neglect or lack of care, there was more we should be doing. We 
agreed and put into place action plans in response to the recommendations.  
Progress is being monitored by a cross-party improvement board chaired by the 
Deputy Leader. 
 

26. Over the coming weeks and months we will be looking at what more we can do and 
we will have a relentless focus on getting this right.  It is important to note that this 
is not just a task for Children’s Services.  Safeguarding and supporting children who 
need support is a responsibility for all of us, and our partners.  

 
Releasing the full energy and potential of staff 
 
27. Colleagues have recently done some fantastic work on our Customer Promise.  We 

want our residents to feel they've had good service when they come into 
contact with us and that starts with us treating each other in the right way and 
having the support and tools to do the best possible job.  
 

28. As the examples in this report show, the difference we can make for residents is a 
direct result of the commitment and skill of our staff.  It is vital that colleagues 
feel good about where they work, are well supported, and have the tools to be 
productive.  
 

29. I’m pleased that we have made important investments and changes to better 
support colleagues, but there is always more to do.  For example, we are in the 
midst of a major programme to upgrade our IT, but I recognise there are still day to 
day problems that make things very difficult.  We have also massively increased the 
numbers of eligible staff receiving an appraisal.  Now we are focussed on ensuring 
these conversations are supportive, impactful and increase performance.  
 

30. 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.  
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Accelerating whole systems transformation  
 
31. As I stated in my previous report there is now a strong shared recognition among 

partners of the urgent task ahead.  We all know that we can only re-design 
services around the needs of residents and manage growing demands by working 
together to transform existing systems.   
 

32. The programme of work to deliver these transformations has grown over recent 
months. Health and social care integration entered an important phase with the Better 
Care Fund plans taking effect in April.  Our Public Service Transformation projects 
have developed and grown, with the Family Support Programme entering a second 
phase and work on Transforming Justice moving ahead positively.  We stepped up 
work with Local Enterprise Partnerships, Districts and Borough Councils and other 
partners on economic growth. 
 

33. Over the next six months we will need to further accelerate the pace of change. Our 
leadership networks (see part 3: p48-51) will place a crucial role in driving this work 
forward.  And we will be putting our refreshed IT and Digital Strategy into action to 
ensure we utilise the opportunities technology brings to empower residents, improve 
productivity, and manage growing demands. 

 
Ensuring Surrey has the powers to continue improving services for residents 
 
34. The case for devolution in England is gaining momentum.  It is not yet clear just how 

far the Cities and Local Devolution Bill will go towards loosening central control on 
decisions about jobs, skills, housing and infrastructure.  Either way now is the time 
to make a strong case to Government in the interests of Surrey’s residents.   
 

35. In my view, devolution is about making the right decisions in the right places – it isn’t 
just about devolving power from Whitehall to County Hall but about 
empowering local communities.  We will continue to talk to partners about what 
this could look like and what we need to do to make it happen.  Our pitch to 
Government will highlight our track record of working together across boundaries as 
“one team” to improve services and make savings. 

 
Conclusion 
 
36. I remain confident we can successfully navigate the significant challenges we face 

over the coming months and years.  We have the right overarching strategy in place 
and we are committed to learning from our experiences – both when we get things 
right and when we don’t.  We will need to stay true to our purpose, shared goals 
and values.  I think the words of Jessica, a Special Educational Needs and Disability 
Officer, capture the mindset and attitude we will need. 

     
“Change and new ways of working are not easy.  There were so many points in 
this process where it would have been easier to leave things as they were.  But 
we have achieved a fantastic outcome through honesty, joint working and most 
importantly listening.  Keep reminding yourself of why systems are changing and 
you can achieve truly wonderful results.” (see Part 2: p17) 
 

37. 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.   
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 Securing better outcomes for a family through early support, p.18 

 Using an innovative approach to improve the lives of foster children, p.19 

 Independent Visitors provide a consistent and stable presence for Surrey’s looked after children, p.20 

 Horley’s community pulls together to restore a childcare facility damaged by fire, p.21 

 Helping families with complex needs to get ahead in life, p.22 
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 Community hubs provide older people with practical information and access to support, p.24 

 Volunteers help to preserve Surrey’s beautiful countryside, p.25 
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 Supporting young people to get on the career ladder, p.28 
 Developing technical and academic skills of pupils in Surrey through a new University Technical College, p.29 
 Working with Local Enterprise Partnerships to improve Surrey’s transport infrastructure, p.30 

 Improving transport infrastructure in Redhill to strengthen economic growth, p.31 

 Developing a 15 year strategy to enhance the quality of Surrey’s roads, pavements and highway structures, 
p.32 

 Building partnerships with local businesses to inspire confidence that they are doing things right, p.33 
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 Fire and Ambulance services work together in new ways to help vulnerable residents, p.37 
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 Technology helps Surrey staff deliver better outcomes for care leavers, p.39 
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Awards & Recognition 

 
 
 

 The council was named an ‘Open Data Champion’ by Cabinet Office Minister Francis Maude in March for its digital approach. He named Surrey as one of 16 
champions nationally at an event looking at the role of the ‘local authority of the future’. Openly published data can be used to create applications that 
provide better public services, boost the economy and help people with day to day tasks. Millions of facts and figures are published on the Surrey-i website 
developed by the county council on behalf of a range of county public services. 
 

 An employee of the Youth Support Service has been awarded an MBE to honour her for giving young offenders a second chance. Ellie Paterson, who has 
been working in the service for nearly 30 years, was recognised for helping young offenders make amends for their crimes by taking part in community 
projects or making peace with their victim. 
 

 The Travel SMART team won the Highly Commended award in the category of Sustainable Travel and Transport at Monday's Sustainable Cities awards at 
London's Mansion House. The award was specifically won for the Travel SMART community funding scheme, which provided funding to non-commercial 
organisations for projects which either promote sustainable transport or help people into jobs in some of Surrey's most deprived wards. 
 

 Customer Services has recently attained the ‘Customer Service Excellence’ award. The assessor noted that the contact centre ensures a good customer 
experience by listening to customers and understanding their needs, and that the culture within the centre fully supports getting service right for customers. 
 

 The Finance Service also attained the ‘Customer Service Excellence’ award – the first Finance department in the country to do so.  
 

 The council’s Customer Services Training Team won an award at the UK Employee Experience Awards for Learning & Development. The award was for our 
new customer service training programme which has been designed to help staff see things from the customer's perspective.  The training provides practical 
skills and techniques, based upon an understanding of emotional intelligence, which can be used to build relationships and increase customer confidence. 
This training has been delivered by the Customer Services Training Team to around 500 staff across the council and beyond.  
 

 The Business Operations team (formerly known as Shared Services) has been selected as a finalist at the Municipal Journal Awards 2015 for demonstrating 
excellence in community engagement. Amongst other things, the award recognises improved customer service and close partnership working with 
stakeholders. 
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Yvonne Rees, Chair of the Continual Improvement and Productivity Network, 
talks about the network and its plans.  

Can you explain what the network is for? 
The Continuous Improvement and Productivity Network is responsible for ensuring 
that the Council delivers to the highest standard for our residents. It does this by 
identifying areas for improvement, developing and refining current policy and practice 
to bring about greater productivity within the day-to-day running of the organisation.  
 
Who sits on the network? Can anyone join? 
The network is made up of key staff from across the Council’s different services - but is open to all.  
Working together, we share knowledge, experience and learning to solve problems and enable one 
another to deliver improvements.  Many of the issues we tackle build on the great work already 
being undertaken by you in your teams, which we can then apply more widely.  We always welcome 
input from anyone who has an idea or something they want to share – so give me a call. 

How can I feed into what the network is doing? 
You can contact either myself or Andrew Spragg (andrew.spragg@surreycc.gov.uk), who supports 
the network. 
   
What have you achieved since you were set up? 

 

 

 

 

 

 

 

What do you plan to achieve by the end of 2015/16? 
We have recently reorganised the network into three sub-groups in order to ensure the right people 
have the right conversations. These are: customer/resident experience, people and skills, and 
‘what’s going on?’ (performance monitoring). The network also feeds into the Medium Term 
Financial Plan Strategic Planning Group, to help link our continuous improvement activity to 
financial planning for the future. 
 
The network’s objectives for 2015/16 are: 

 To understand our progress towards the goals in the Corporate Strategy 2015-20; 
 To commission work and projects to improve performance and productivity; and 
 To increase the Council’s overall capacity to improve and be more productive. 

 
 
 

Making improvements day-to-day 

We guided development of 
the new corporate strategy 

 

We’ve made it easier for 
residents to see how we’re 

performing 

The network has implemented 
a new performance monitoring 
tool. This will demonstrate how 

the Council is performing 
alongside its corporate 

strategy, and improve public 
accountability.  

We are strengthening 
customer service across the 

Council 

The network launched the new 
Customer Promise. This has 

given services a framework for 
their customer service 

standards, bringing 
improvements to the resident 

experience. 
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Julie Fisher, Chair of the New Models of Delivery Network, talks about the 
network and its plans.  

Can you explain what the network is for? 

The New Models of Delivery Network is about making sure we are developing 
tomorrow’s council to perform to the highest standards for Surrey’s residents.   It 
provides a forum where issues that cut across services can be discussed and 
challenged so we are able to identify and implement the more significant 
transformative changes needed. 

Who sits on the network? Can anyone join? 

The network is made up of a core number of senior officers who represent the range of services the 
Council provides as well as a range of different skills and perspectives. Depending on the topic, 
other officers are invited to join who may have particular knowledge or expertise that will help the 
network.  If you are interested in being involved in the network, then please get in touch via the 
NMOD Network email address (nmodnetwork@surreycc.gov.uk).   

How can I feed into what the network is doing? 

The easiest way to feed into the network is via the NMOD Network email address or by commenting 
on the NMOD Blog (via chatzone).   After every network session, we post an update and/ or video 
onto the blog to keep you informed and would welcome your thoughts so please get involved!  

What have you achieved since you were set up? 

 

 

 

 

 

 

 

 
What do you plan to achieve by the end of 2015/16? 

1. Drive forward our person-centred planning approach for 0-25 year olds 

2. Lead on developing and implementing the Council’s accommodation with care and support 
strategy, helping residents to live independently.   

3. Continue to work with services to maximise digital opportunities and drive the transformation 
needed to manage demand, respond to changing expectations, and support better experiences 
and outcomes for residents. 

Developing tomorrow’s council 

We have worked with the 
Cabinet to develop 

Design Principles for any 
new model 

 

We have joined forces on 
council-wide initiatives 

The network supported colleagues 
to develop a sustainable model for 

family support.  It has also 
focussed on Family, Friends & 

Community Support; Passenger 
Transport; Disabilities and 

Libraries, identifying ways in which 
cross-service teams can work 
together for better outcomes. 

We have shared new approaches 
The network has looked at how we 

can challenge our thinking and 
recognise the opportunities digital 
provides.  Surrey Choices ran a 
session outlining their customer-

focussed approach, whilst Surrey’s 
Fostering Service shared how they 
have transformed the experience of 
foster carers and helped to manage 

demand.   
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Trevor Pugh, Chair of the Prosperous Places Network, talks about the network 
and its plans.  

Can you explain what the network is for? 

To give focus to our collective efforts to promote sustainable growth across Surrey 
through places that function well and as a result support the well being of residents. 

Who sits on the network? Can anyone join? 

We have involved a wide cross section of people from across the county council 
including environment and infrastructure, economic growth, social care, health, community and 
cultural services, regulatory services and property. Yvonne Rees is also involved wearing her Mole 
Valley hat as well as her SCC one. I expect that we will be looking at membership again later in the 
year but I’m happy to hear from anyone who would like to be involved. 

What have you achieved since you were set up? 

Our initial focus has been on understanding how well we work with each of our districts and 
boroughs and their priorities, primarily for physical change in their areas. So we have been running 
a series of stock take sessions with their senior teams. We are intending to take the results to 
Surrey Chief Executives collectively to agree some principles which we can follow up with practical 
measures in each area. 

We are just about to start some broader discussions with groups of boroughs and districts on their 
aspirations for change in their areas that will promote better functioning of places across Surrey. 

We have also started to look in detail at the variety of interventions that we can bring to bear in 
specific places, starting with Leatherhead and Dorking, to help improve community wellbeing. I see 
this as being particularly important for all of the networks and I expect that we will be working 
increasingly closely on it with both the New Models of Delivery and Improvement networks. 

What do you plan to achieve by the end of 2015/16? 

 We will have established enhanced working relationships with each of the boroughs and 
districts which may involve joint teams and enhanced governance arrangements 

 We will have developed a much better view of the priority interventions that are needed 
across Surrey over the next 5 years and have made the case for investment in them to the 
Local Enterprise Partnerships and others bodies 

 We will have a much better articulated and understood view about the relationship between 
place and wider well being outcomes for residents so that we are thinking in a more 
coherent way about commissioning for relevant services; better designed public spaces and 
buildings, enhanced capacity within communities and different use of buildings 

 We will have a better developed approach towards how we make best use of our property 
holdings for promoting economic growth, better services and a commercial return. 

 

Securing a more prosperous Surrey 
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