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Overall organisation performance for October 2015 

Overall customer numbers:

RAG rating

Green 

1602 1634

August: 

• 1602 customers in 

EmployAbility, Shared 

Lives and Day services

• 20% growth since “go 

live”

September: 

• 1634 customers in 

EmployAbility, Shared 

Lives and Day services

• 23% growth since “go 

live” 

October: 

• 1690 customers in 

EmployAbility, Shared 

Lives and Day services

• 27% growth since “go 

live” 

Safeguarding notifications:

RAG rating

Green 

Concerns involving SC services & staff

Number of concerns substantiated

0

5

1

August:

• No events involving 

SC services or staff 
recorded

September:

• One event recorded 

involving SC services or 

staff - not substantiated

October:

• Two events recorded 

involving SC services or 

staff - not substantiated

Green = 0 to 2 concerns 

raised 

Amber = 3 to 4 concerns 

raised

Red = 5 plus concerns raised

Green = 5% increase  

Amber = 1% to 4% 

increase 

Red = 0%

0

500
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1500

2000

20%

23%

Comments:

Compliments and complaints:

0

2

4

6

8

10

12

Complaints

Compliments

5

1

7

11

Green = 0% to 10% 

increase 

Amber = 11% to 20% 

increase

Red = 21% to 100% 

increase

Green 

RAG rating 
complaints

August: 

• 5 Complaints 

• 7 Compliments

September: 

• 1 Complaints

• 11 Compliments

October: 

• 0 Complaints

• 12 Compliments

SeptemberAugust October

Workforce turnover rate:

Green = 0% -10%
Amber = 11% to 20%

Red = 21% to 100%

Green 

RAG rating

0

1

2

3

4

5

SeptemberAugust October

4% 4%

2%

Workforce sickness rate:

Green = 0% -10%
Amber = 11% to 20%

Red = 21% to 100%

Green 

RAG rating

0

1

2

3

4

5

SeptemberAugust October

4%

2%

5%

SeptemberAugust October
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1

0

2

0
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10
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30

Health and safety incidents, accidents or near misses:

27
26

August: 

• 27 incident s reported 

September: 

• 26 incidents reported 

October: 

• 24 incidents reported

SeptemberAugust October

Customer reviews
August: 

• 98% of Shared Lives 

and Day Services 

customers had a SC 

review in the last year.  

September: 

• 98% of Shared Lives 

and Day Services 

customers had a SC 

review in the last year.   

October: 

• 97% of Shared Lives 

and Day Services 

customers had a SC 

review in the last year.

98% 98%

SeptemberAugust October

Green = 90% to 100% 

Amber = 70% to 89% 

Red = 0% to 69% 

Green 

RAG rating

0
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SeptemberAugust October

Customer numbers

Percentage growth since “go live”

97%

24

12
1690

30%

20%

10%

40%

27%

August: 

• 5% 

September: 

• 4% 

October: 

• 2%

August: 

• 2% 

September: 

• 4% 

October: 

• 4%
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Day services

SCC total customer numbers:

RAG rating

Green 

August: 

• 675 customers 

September: 

• 676 customers - 4 starters 
and 3 leavers 

October: 

• 686 customers -  10 
starters and  7 leavers.  
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675 676
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Comments:

Workforce turnover rate:

Green = 0% -10%
Amber = 11% to 20%

Red = 21% to 100%

Green 

RAG rating

1%

2%

2

SeptemberAugust October

4

0

3%

Compliments and complaints:
Complaints Compliments August: 

• 1 Complaint 

• 5 Compliments

September: 

• 1 Complaint

• 6 Compliments

October: 

• 0 Complaints

• 4 Compliments

1

5

1

6

SeptemberAugust October

0

1

2

3

4

5

6

4

Safeguarding notifications:
Events involving SC services & staff

Number of concerns substantiated

0.0

1.0

2.0

0

SeptemberAugust October

2

0

August:

• No events involving SC 

services or staff recorded

September:

• No events involving SC 

services or staff recorded

October:

• Two events recorded - not 
substantiated

SeptemberAugust October

686

Health and safety incidents, accidents or near misses:

0

5

10

15

20

25

30

26

23

August: 

• 26 incidents reported 

September: 

• 23 incidents reported

October: 

• 22 incidents reported
SeptemberAugust October

22

Green = volume 

maintained   

Amber = 1% to 9% drop 

in volume 

Red = 10% or more drop 

in volume

August: 

• 1% 

September: 

• 2% 

October: 

• 3%
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Shared Lives

Compliments and complaints: 
No compliments or 

complaints recorded 

in August, September 

or October. 

Workforce turnover rate :

0

0% 0%

SeptemberAugust 

1

Green = 0% -10%
Amber = 11% to 20%

Red = 21% to 100%

Green 

RAG rating

Total number of customers:

0

10
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40

50

43
42

August: 

• 42 customers 

September: 

• 43 customers 

October: 

• 47 customers

Total Shared Lives active approved carers:

0

5

10
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20
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30

RAG rating

26
27

August: 

• 26 active approved 

carers  

September: 

• 27 active approved 

carers 

October: 

• 29 active approved 

carers

Green = 5 new carers 

per month 

Amber = 2 to 4 new 

carers per month

Red = 0 to 1 new carers 

per month

Amber

Health and safety incidents, accidents or near misses:

0.0

1.0

2.0

1

2

August: 

• 1 incident reported 

September: 

• 2 incidents reported 

October: 

• 1 incident reported

Safeguarding notifications:
No events involving 

SC services or staff 
recorded in August, 

September or October. 

Short Breaks Banstead 

Health and safety incidents, 
accidents or near misses:

Safeguarding notifications:
August:

• No events involving SC 

services or staff recorded

September:

• One event recorded - not 
substantiated.

October:

• No events involving SC 

services or staff recorded

Events involving SC services & staff

Number of concerns substantiated

Compliments and complaints: 
No compliments or 

complaints recorded in 

August, September  

or October. 

No incidents recorded 

in August, September or 

October. 

Comments:
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0

0

0

0

Integrated support 

October

SeptemberAugust October

29

Total vacancies:
August: 

• 15 available placements

• 75% capacity used

September: 

• 17 available placements

• 73% capacity used

October: 

• 18 available placements

• 74% capacity used

Placements available 

Placements in use
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45 46

17
15

60
63

SeptemberAugust October

50

18

68

SeptemberAugust October

47

0%

SeptemberAugust October

1

0.0

1.0

2.0

0

SeptemberAugust October

1

Capacity utilisation: 

RAG rating

Red

Green = 100% 

Amber = 51% to 

99%

Red = 0% to 50%

75

25

Capacity utilisation

Number of nights used

August: 

• 71 nights used

• 38% capacity 

September: 

• 67 nights used 

• 37% capacity

October: 

• 42 nights used 

• 23% capacity
10%

20%

30%

40% 37%38%

67
71

SeptemberAugust October

23%
50

42

Workforce turnover rate:
RAG rating

Amber

Green = 0% -10%
Amber = 11% to 

20%

Red = 21% to 100%

10%

20%

30%

40%
38%

11%

SeptemberAugust October

17%

0

August: 

• 0% 

September: 

• 0% 

October: 

• 0%

August: 

• 11% 

September: 

• 38% 

October: 

• 17%
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Workforce:

5%

6%

6%

4%

3%

2%

1%

RAG rating

Green

Green = 0% -10%
Amber = 11% to 20%

Red = 21% to 100%

4%

0
0

SeptemberAugust October

Ongoing support in work related activities: 

New work placements

Maintained work placements  

Job seeking 

August: 

• 166 Paid, over 16 hrs.

• 196 Paid under 16 hrs. 

• 231 Voluntary 

• 2 Self employed

• 53 Work experience

• 52 Training  

September: 

• 177 Paid, over 16 hrs.

• 207 Paid under 16 hrs. 

• 256 Voluntary 

• 2 Self employed

• 82 Work experience

• 42 Training 

October: 

• 182 Paid, over 16 hrs.

• 220 Paid under 16 hrs. 

• 274 Voluntary

• 2 Self employed  

• 62 Work experience

• 45 Training 

EmployAbility 

Waiting list:

Average waiting time in days

Number on waiting list 

30

40

10

20

 0

35 

days

38 

days

34

37

August: 

• 35 days average wait 

• 37 customers on list

September: 

• 38 days average wait

• 34 customers on list

October: 

• 35 days average wait 

• 15 customers on list

Percentage increases  

in waiting time: 

Green = 0% to 10%

Amber = 11% to 20%

Red = 21% to 100%

Green 

RAG rating

Safeguarding notifications: 

0

Comments:
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No events involving 

SC services or staff 
recorded in August, 

September or October. 

Health and safety incidents, accidents or near misses:

August: 

• No incidents 

reported 

September: 

• 1 incident reported

October: 

• 1 incident reported 

0.0

1.0

2.0

0

SeptemberAugust October

11

Total customer numbers:

August: 

• 885 customers

September: 

• 915 customers

October: 

• 957 customers

885 915

0

200

400
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800

1000

SeptemberAugust October

Compliments and complaints: 

August: 

• 2 Complaints 

• 0 Compliments 

September: 

• 0 Complaints

• 3 Compliments

October: 

• 0 Complaints

• 5 Compliments

Complaints Compliments

0

2

5

SeptemberAugust October

0

1

2

3

4

5

6

3

00

0

200

400

600

800

1000

659

185

41

690

149

76

SeptemberAugust October

735

190

50

Number of work related outcomes:

August: 

• 2 Paid, over 16 hrs.

• 4 Paid under 16 hrs. 

• 12 Voluntary 

• 8 Work experience

• 15 Training  

September: 

• 12 Paid, over 16 hrs.

• 14 Paid under 16 hrs. 

• 22 Voluntary 

• 21 Work experience

• 7 Training 

100

80

60

40

20

0

41

76

October: 

• 6 Paid, over 16 hrs.

• 12 Paid under 16 hrs.

• 19 Voluntary 

• 9 Work experience

• 4 Training  

SeptemberAugust October

957

50

35 

days

15

August: 

• 0% 

September: 

• 6% 

October: 

• 4%

SeptemberAugust October
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222

Complaints

Compliments

August: 

• 2 Complaints 

• 2 Compliments

September: 

• 0 Complaints

• 2 Compliments

October: 

• 0 Complaints

• 3 Compliments

0

3

0

Compliments and Complaints 

SeptemberAugust October

Personalisation team
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Health and safety incidents, 
accidents or near misses:

0

No incidents recorded in 

August, September  

or October. 

Comments:

Safeguarding notifications: 

0

No events involving 

SC services or staff 
recorded in August, 

September or October. 

Total customer numbers:

0

30

60

90

120

150

150

134

30

20

10

Total numbers 

New referrals

Assessments & support  

plans completed 

16

6

33

August: 

• 150 Customers 

• 33 New referrals

• 16 Assessments and support 

plans completed 

September: 

• 134 Customers

• 4 New referrals

• 6 Assessments and support 

plans completed

October: 

• 128 Customers

• 0 New referrals

• 27 Assessments and support 

plans completed

SeptemberAugust October

128

4

0

27

Workforce turnover rate:

8%

7%

RAG rating

Green

Green = 0% -10%
Amber = 11% to 20%

Red = 21% to 100%
SeptemberAugust October

0%

5%

0%

8%

August: 

• 7% 

September: 

• 8% 

October: 

• 0%

4

3

2

1

0
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Innovation and development
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	12 SURREY CHOICES
	Annexe 2 Surrey Choices Performance Report October 2015  (1)


	Text4: 
Customer numbers continue to increase in line with growth targets - this increased volume is being catered for at no additional cost to SCC.It is pleasing to note that all above areas continue to have a green RAG rating. 
	Text5: 
A modest increase in customer numbers is noted.

Recently reconfigured services in the Staines area continue to be refined - good progress is being made regarding partnership working at the central Staines Community Hub.

Reconfiguration of services in the Redhill area is also making good progress, work is due to commence on the refurbishment of the new hub attached to Reigate Town Hall and other venues are being sourced.

Preliminary discussions have taken place to explore the possibility of joint working between our Horticulture business unit and 'Grass Roots' an independent provider of horticulture opportunities for adults.
	Text6: Shared Lives: Performance continues to be disappointing with low numbers of carers and customers in comparison to similar services in other areas. An action plan that includes new management of the service and initiatives to increase numbers is being progressed.Short Breaks: Utilisation of the service by SCC remains disappointing. There is consensus that greater clarity on the target customer group would be beneficial. SC are seeking to focus part of the service on young people with complex needs transitioning to adult services.
	Text7: This service continues to grow and once again there is an increase in customer numbers.The number of customer being supported to access employment orientated opportunities over a period of time continues to grow.Initiatives continue to be developed to link EmployAbility support to customers across all of SC's services. 
	33: 
	4_2: 
	Text8: 
Personalisation team: Since SC served notice to SCC re the discontinuation of this service it has continued to complete outstanding work in preparation for closure in December. 
	Text9: Surrey Choices is committed to finding and developing new and innovative ways of delivering high quality services.  We are 12-months into a 3-year “rescue plan” and 5-year business plan.  We are fundamentally transforming this business; its range of service, the way those services are accessed, and the way we are perceived by customers, their families and carers.To date:we have reduced our price compared to when services were part of the Council by more than 30%we have taken over 200 referrals from the County Council at no additional cost to the Councilwe have funded all of our investment in property, technology, people and products from being more efficient as a businesswe have recruited almost 90 people since “go live”we have obtained 6 new locations from which to deliver services, excluding those used by the Fairways Team since vacating their building.Our target operating model is beginning to emerge.  Initiatives to report this month include: Continued development of personalised integrated offers for younger people, adults and seniors via specialised Product Development and Practice Development Groups. These focus on building life skills, increasing self esteem and confidence, facilitating independence, and increasing a sense of place and belonging - helping people develop and sustain a 'rhythm of life'. Continued development of a new 'Integrated Specialist Support' service - a team of health and social care specialists (including Nurses, Occupational Therapists and Social Workers) who can provide additional assessment and signposting for people with complex needs, direct interventions at any location and professional advice. This service will also function as an internal consultancy for SC. Continued development of a 'Personal Assistance' service to promote and maintain independence via a network of Personal Assistants.


