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Resources & Performance Select Committee

Of the 19 indicators included in the report:

• 03 are red

• 04 are amber

• 06 are green

• 06 - setting a RAG rating is not currently deemed possible by the service or is in development

• The following indicators are red this quarter:

• HROD03 Percentage of staff under 30 [red in Q3]

• HROD07 Apprenticeship levy 12 months forecast spend (excluding schools) [red in Q3] 

• Health & Safety 04 Percentage of incidents reviewed [red in Q3]

• HROD02 Voluntary turnover moved from amber in Q3 to green in Q4

Headline 
messages

S
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*Sickness report at Q4 does not include the COVID-19 statistics.  These are recorded and stored under a new absence management coding system on SAP, created in mid March, in response 
to the Coronavirus outbreak.  The creation of this new absence coding provides accessibility to real time data, used on a daily basis by the HR Insight & Intelligence team to support 
workforce planning, ensuring the Council can continue to maintain and deliver vital services, protecting vulnerable and other Surrey residents during this global crisis. This data is also used 
by HR Business Partners to liaise with Services with the aim to support affected members of staff, and put interventions in place where required.  Reports on the Covid-19 absences are 
shared with CLT on a daily basis, and shows all instances recorded under 3 official categories: 
a) Self isolating but working

b) Self isolating and unable to work
c) COVID-19 tested positive

Organisation
Indicator

2019/20 Full year 

target
Latest Result
(available at Q4 19/20)

Latest Target
(available at Q4 19/20)

RAG Previous 

Result

Latest vs 

Previous 

result

Result this 

time last 

year

Latest vs 

this time 

last year

HROD 01 - Number of employees 6301 (FTE)
(5% reduction p.a.)

6446

(Mar 20)

6301

(Mar 20)
Amber

6379

(Dec 19) 
6633

(Mar 19) 

HROD 02 - Voluntary turnover 13%
10.92%

(Mar 20)

13%

(Mar 20)
Green

13.23%

(Dec 19) 
10.67%

(Mar 19) 

HROD 03 - Percentage of staff under 30 16%
12.40%

(Mar 20)

16%

(Mar 20)
Red

12.18%

(Dec 19) 
11.86%

(Mar 19) 

HROD 04 – Sickness* 6.25 days (FTE)
6.65

(Mar 20)

6.25

(Mar 20)
Amber

6.63

(Dec 19) 
6.36

(Mar 19) 

HROD 05 - Off payroll workers as % of workforce 5%
5.58%

(Mar 20)

5%

(Mar 20)
Amber

5.25%

(Dec 19) 
5.45%

(Mar 19) 

HROD 06 - Apprenticeships as % of workforce
2.3%

(192)

1.90%

(Mar 20)

2.3%

(Mar 20)
Amber

1.58%

(Dec 19) 
1.70%

(Mar 19) 

HROD 07 - Apprenticeship levy 12 months forecast 

spend (excluding schools) *

* First funds due to expire in May 2020

100%
77.46%

(Mar 20)

100%

(Mar 20)
Red

81.03%

(Dec 19)  N/A

Service Delivery Measures – Q4 2019/20 SS
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Organisation
Indicator

2019/20 Full year 

target
Latest Result
(available at Q3 19/20)

Latest Target
(available at Q3 19/20)

RAG Previous 

Result

Latest vs 

Previous 

result

Result this 

time last 

year

Latest vs 

this time 

last year

Customer 01 – ASC referrals to preventative services No target* 618

(Mar 20)

N/A

(When)
Green

509

(Dec 19) 
607

(Mar 19) 

Customer 02– Contact centre first time resolution 80%
83%

(Mar 20)

80%

(Dec 19)
Green

82%

(Dec 19) 
80%

(Mar 19) 

Customer 03 – Contact centre satisfaction rate 90%
95.6%

(Mar 20)

90%

(Dec 19)
Green

94.9%

(Dec 19)


94.5%

(Mar 19) -

Customer 04– Successful online completion rate

No target

(refining target**)
50.2%

(Mar 20)

N/A

(When)
N/A

52.9%

(Dec 19) - New New

RS 01 - Satisfaction with the way the council runs 

things (Residents Survey)
52-54%***

52.8%

(Mar 20)

52-54%

(Mar 20)
Green

54%

(Dec 19) 
53%

(Dec 18) 

RS 02 - Satisfaction that the Council offers good 

value for money (Residents Survey)
34-36%***

35.2%

(Mar 20)

34 -36%

(Mar 20)
Green

38%

(Dec 19) 
35%

(Dec 18) 

Service Delivery Measures – Q4 2019/20 SS

*measure under review

**we are currently looking at industry standard to establish a meaningful target for this 

measure

***target set within a range as all surveys are subject to a margin of error based on the 

sample size and demographic surveyed. Target based on historic trend.
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Organisation
Indicator

2019/20 Full year 
target

Latest Result
(Q4 19/20)

Latest Target
(Q4 19/20)

RAG Previous 
Result

(Q3 19/20)

Latest vs 
Previous 

result

Result 
this time 
last year
(Q3 18/19)

Latest vs 
this time 
last year

Health & Safety 01 – Total number of H&S incidents No target 1476 No target n/a 1,792  1,225 

Health & Safety 02 – Number of employee incidents No target 254 No target
n/a

446  324 

Health & Safety 03 – Number of “others” injured No target 535 No target
n/a

808  713 

Health & Safety 04 – Percentage of incidents 
reviewed

100%
93% 95% Red

89%
(1594) 

97%
(1192) 

Health & Safety 05a – RIDDOR* Reports
(*Reporting of Injuries, Diseases and Dangerous Occurrences 
Regulations)

No target 8 No target
n/a

6  3 

Health & Safety 05b – Employee Injury Lost Time No target
74 No target n/a

83  87 

Corporate Health & Safety Measures – Q4 2019/20 SS
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Finance

£

SFinance – Outturn 2019/20 S

• The Council has delivered an overall surplus of £0.2m for 2019/20, which is an 

improvement of £2.6m from Q3, where a deficit of £2.4m was reported.
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Transformation
STransformation – Q4 2019/20 S
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Transformation
STransformation – Q4 2019/20 S
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Transformation
STransformation – Q4 2019/20 S
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Risk

Risk Management S
Current Strategic Risk Risk Description

COVID-19 Failure of the organisation to effectively respond to COVID-19 results in severe and prolonged service 

disruption and loss of trust in the organisation.

Financial Resilience Failure to develop sustainable medium term financial plans leads to increased levels of external 

censure and reactive service reductions.

Delivery of Savings Plans Failure to deliver savings plan lowers the council’s financial resilience and leads to reactive service 

reductions.

Transformation Failure to deliver the intended outcomes of the council's Transformation Programme leads to inability 

to generate service improvements.

Location and ways of 
working change

The volume and pace of change leads to disruption to service operations and users, and/or failure to 

deliver savings plans.

Partnership Working Ineffective partnership working and lack of community resilience leads to inability to generate planned 

outcomes.

Children's Safeguarding 

(Ofsted rating)

Failure to transform the provision of children’s services leads to children being left in harmful 

situations and damaged reputation

Provider Market Lack of availability of provider market leads to inability to maintain services.

SEND Lack of transformation of SEND services at scale and pace required leads to inability to control the 

council’s budget.

Workforce Insufficient capability and competency leads to reduction in staff capacity and resilience.
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Risk

Risk Management S

• Risk management consultants Gallagher Bassett carried out a Baseline Review of the 

Council’s Strategic Risk Management arrangements at the end of 2019. The overall 

finding was:

The council demonstrates a fundamental commitment to embrace risk 

management as an essential management practice and embed it within the 

organisational culture.

• A number of recommendations were made which we have broadly characterised as 

operational (processes, risk register) and strategic (RM Strategy & Framework)

• We are currently in the process of procuring a Strategic Risk partner to support the 

implementation of the recommendations with the aim of:

Raising the profile, impact and effectiveness of the council’s approach to risk 

management and ensuring clear policies are in place, are adequately resourced and 

have full engagement across the Council. 

• In time, risk management will look and feel differently and will involve a real change of 

culture.

Embedding a new Risk Management Approach & Culture
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