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1.

Purpose of Report

1.1 To present the Performance Report for the second quarter of the financial year 201920 to the Resources & Performance Cabinet Panel.
2.

Summary

2.1 This report provides context and commentary on key areas of Hertfordshire County
Council performance. It has been grouped by Portfolio and the reference numbers for
the measures in the electronic dashboard are included in each item heading.
The final version of the performance monitor, referenced by service and portfolio will
be made available on the Hertfordshire website

3. Recommendation
3.1 The Resources & Performance Cabinet Panel is invited:
a) To comment on the recommendations on any performance, project, contract and
risk or audit matter outlined in this report.
b) To identify further actions to address any performance concerns raised in the
performance monitor.
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4.
4.1

Background
The report provides an executive summary and a report highlighting key
performance issues for each Portfolio, ordered as follows:
1) Adult Care & Health
2) Children, Young People & Families
3) Public Health & Prevention
4) Community Safety & Waste Management

5.

5) Growth, Infrastructure, Planning &
the Economy
6) Highways & the Environment
7) Education, Libraries & Localism
8) Resources & Performance

Equalities Impact Assessment (EqIA)

5.1

When considering proposals placed before Members it is important that they are
fully aware of and have themselves rigorously considered the equalities
implications of the decision that they are taking.

5.2

Rigorous consideration will ensure that proper appreciation of any potential impact
of that decision on the County Council’s statutory obligations under the Public
Sector Equality Duty. As a minimum this requires decision makers to read and
carefully consider the content of any Equalities Impact Assessment (EqIA)
produced by officers.

5.3

The Equality Act 2010 requires the Council when exercising its functions to have
due regard to the need to (a) eliminate discrimination, harassment, victimisation
and other conduct prohibited under the Act; (b) advance equality of opportunity
between persons who share a relevant protected characteristic and persons who
do not share it and (c) foster good relations between persons who share a relevant
protected characteristic and persons who do not share it. The protected
characteristics under the Equality Act 2010 are age; disability; gender
reassignment; marriage and civil partnership; pregnancy and maternity; race;
religion and belief, sex and sexual orientation.

5.4

No EqIA was undertaken for this report because the Hertfordshire County Council
Quarterly Performance Report only provides historic performance information for
the last quarter (Q2 2019/20). The report does not impact on equalities or affect
any of the protected characteristics which would require an EqIA to be completed.
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Residential admissions continue to remain low for both age groups (Section 1.1.4 ,
p7 and 1.1.5 , p7). The rate of delayed transfers of care remains comparatively low
compared to previous years despite a small increase this quarter (Section 1.1.6 p8).
The proportion of clients entering enabling style services after discharge from
hospital who were still at home 91 days later has decreased from last quarter
(Section 1.1.3, p6) but remains above the most recent comparative authority
averages and England average.

2. Children, Young People and Families
Referrals into social care (Section 2.1.1, p11) remain low as more families are
supported through Families First. The percentage of children with Initial Child
Protection Conferences held within 15 days in September was the highest to date at
95% (Section 2.1.4, p12). Numbers of Children Looked After (Section 2.1.5, p13)
have remained broadly consistent since May 2019, this continues to be monitored,
though numbers remain comparatively low. The challenge around the small number
of high cost placements remains however.
The number of new requests for, and completed assessments of, Education, Health
and Care Plans continues to rise. Work is underway to transform Special Educational
Needs and Disability (SEND) services in Hertfordshire through the development of
incentives in the SEND system to support inclusion, meeting needs within our local
schools, and encouraging all partner agencies to work together to support children
with SEND as a collective endeavour.

3. Public Health and Prevention
The number of people engaging with stop smoking services (Section 3.1.1, p15)
remains stable and work is ongoing to increase completion rates. The percentage of
the eligible population offered Health Checks (Section 3.1.2, p16) has increased and
311,416 Health Checks have been offered and 157,580 delivered (five year rolling
programme). Over the last 12 months the successful treatment completion rate has
improved for both Alcohol and Opiates. Overall Hertfordshire has achieved 955 out
of 3440 (27.76%) successful completions of drug and alcohol treatment (Section
3.1.3, p) which is higher than the National average of 21.10%.

4. Community Safety and Waste Management
This quarter has seen positive trends on fire attendance standard targets,
(Section,4.1.5 p19) which exceeded target levels for the 1st pump for the fifth
quarter running. In addition, there has been an increase in volunteer hours and the
number of safe and well visits conducted when compared with the previous year.
The number of road traffic collisions where the Fire and Rescue service attended
was also fewer (Section4.1.9, p21) this quarter.
The number of all fires, primary, secondary and deliberate all increased (when
compared to the previous quarter) – all of which will have been affected by a dry
summer period.
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Executive Summary Q2

1. Adult Care & Health

Executive Summary Q2

5. Growth, Infrastructure, Planning and the Economy
Performance for major county matter planning applications (Section5.1.2, p23) was
100% this quarter. Latest data for the overall employment rate in Hertfordshire
shows a decrease this quarter. However, it is still above target level and also the
national average.

6. Highways and the Environment
The number of people Killed or Seriously Injured in road accidents has reduced
(Section 6.1.7, p26) for the second quarter running but concern remains that longer
term trends show that numbers have plateaued. Performance for Health Walks
shows mixed trends with an increase in the number of newly registered walkers
with health conditions but a decrease in the number who were inactive at sign up.
Overall performance of the Highways Service Term Contract (Section 6.2, p29) in Q2
was 96.59% which is a slight increase from the previous quarter. Performance
remains strong and this is still well above the minimum performance requirements
of 75%. Work on the A120 Little Hadham Bypass (Section 6.2, p29) continues with
dam and flood alleviation works at the Albury Road Bridge River Ash and Albury
Tributary underway. The project finish is expected to finish winter 2020/21.
Of the six Highways indicators reported this quarter, four have shown
improvements but Response to public correspondence and Response to Cat 1
Defects saw small decreases in performance but remain on target. Finally, nearly £3
million of external funding has been secured to date to enable the delivery of land
management plans and other Countryside & Rights of Way activity.

7. Education, Libraries & Localism
469 of the county’s schools are currently good or outstanding (Section 7.1.1, p30).
The proportion of good or outstanding schools in Hertfordshire, as judged by
Ofsted, shows an improving trend since Autumn 2013. There was a dip in outcomes
at the end of quarter 1 (from 88.5% Q4 to 86.8% Q1) but the proportion at the end
of quarter two has recovered to the quarter 4 level. Hertfordshire’s percentage was
2.2 percentage points above national and 0.4 percentage points below statistical
neighbours as at the end of August 2019.
In comparison with Quarter 2 for 2018/19, physical and virtual library issues
(Section 7.1.2, p30) have increased by 4.9%. Online visits continue to increase and
compared with the same quarter in 2018/19, these have increased by 19.3%. This is
mainly due to the popularity of some of the wide and varying services libraries offer.

8. Resources and Performance
The rolling annual paybill (Section 8.1.1, p32) (excluding agency spend) has
increased slightly this quarter in line with expectations. Agency spend has
decreased for the first time in 5 quarters and is now £11.9m, the largest reduction
was in Children’s Services. Voluntary turnover (Section,8.1.4 p34) for the
organisation over the rolling year has reduced from 12.7% in Q1 to 12.6%.The
average call waiting time in the Customer Service Centre (Section,8.1.6 p35)
remained below the 20 second target, despite the September peak in school related
calls due to the new term and the secondary school admissions process.
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Highlight Report
For the key to colours and arrows see p38

1

Adult Care & Health

1.1 Service Performance
1.1.1 Percentage of People Receiving Direct Payments (HCS96a)

A

26.4%

Performance
(Good to be high)

Data





NL

Performance has decreased
from 26.5% last quarter
For 2017-18, Northamptonshire
were highest at 45.9%

At the end of Q1 7,872 clients received a long term service, of which 2,075 were in receipt
of a direct payment. Of these, 1,447 direct payments were for ages 18-64 and 628 were
for ages 65 and over.
Uptake is 38.9% for ages 18-64 (1,447 from 3,721 clients) and 15.1% for older people (628
from 4,151 clients). The difference between younger and older populations is mirrored in
national performance for this indicator.
Adult Care Service (ACS) teams continue to promote direct payments as an effective and
flexible way of meeting care needs. Care capacity and demand remains a constant
challenge and there are difficulties in sourcing personal assistants for complex needs
requiring multiple carers or packages split between commissioned services and direct
payments. Current strategies for improved uptake of direct payments are sharing of best
practice within teams, promotional posters in GP surgeries and informal drop in sessions
across the county.

5

1.1.2 Percentage of Carers Receiving Direct Payments (HCS96b)

G

Performance
(Good to be high)

Data





NL

Performance has increased from
73.8% last quarter
74.1% For 2017-18, Buckinghamshire
were highest at 100%
There are 1,391 carers who have received a carer’s specific service in the year, of which
1,031 have received a direct payment. Uptake levels of direct payments are 549 of 633
(86.7%) for ages 18-64 and 482 of 758 (63.6%) for ages 65 and over.
Adult Care Services (ACS) teams continue to review carer needs regularly to ensure
individuals are receiving the most appropriate form of support. In the last eight months
assessment numbers have continued to increase. ACS is working closely with the Carers in
Hertfordshire Service to seek feedback from carers to improve the service offered.
Further work is taking place to build links with commissioned and voluntary groups who
provide carer services to consider how services can be improved and the joint promotion
of available services.

1.1.3 Percentage of Older people at home 91 days after leaving hospital into
reablement (HCS97a)

G

Performance
(Good to be high)

Data





NL

Performance has decreased
from 84.6% last quarter
83.8% For 2017-18, Warwickshire were
highest at 93%
This quarter 562 of 671 clients were still at home after 91 days. Of those not at home, 70
were deceased, 37 were readmitted to hospital and two were in long term residential
care.
Although performance is below last quarter, close working between Post Hospital Review
teams, care providers and health colleagues during the reablement pathway is working
well and helping to support service users to remain independent. Care capacity across the
East of the county remains challenging due to staffing shortages though this is being
addressed by providers through new recruitment markets, resource optimisation and
revised practices.
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ACS Commissioners are in the process of undertaking a large procurement exercise to
retender both mainstream and reablement home care services for contracts to go live in
April 2020. This is designed to further improve the home care market and accessibility to
services to support operational and strategic pressures over future years.
Note – this indicator is reported a quarter in arrears to allow for the 91 day period to elapse.

1.1.4 Rate of Permanent Admissions to Care Homes (18-64) (per 100,000
population) (HCS99a)

G

Performance
(Good to be low)

Data





NL

Performance has improved from
15.2 last quarter
11.8
In 2017-18, Cambridgeshire
Rate
were lowest on 6.9 per 100,000
population
Based on current performance, the council is currently projecting a total of 84 new
admissions into residential care in 2019-20. This equates to an annual rate of 11.8 per
100,000 population and is close to the annual target.
The majority of placements are for adults aged between 30-60 years with a physical
disability. Strategies are under consideration to address lack of provision for this client
group and ongoing work with district councils and Herts For Living will ensure accessible
housing is available in all new developments.
The Adult Disability Service Transformation Board is supporting service design for younger
adults with future planning at a strategic commissioning level helping to ensure the
appropriate community based resources are in place.
Note – performance is calculated using data from the previous quarter to project the full year figure.

1.1.5 Rate of Permanent Admissions to Care Homes (65+) (per 100,000
population) (HCS99b)

A
554.6
Rate

Performance
(Good to be low)

Data





NL

Performance has improved
from 568 last quarter
In 2017-18, Buckinghamshire
were lowest on 391.3 per
100,000 population
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Based on current performance, the council is currently projecting a total of 1,116 new
admissions into residential care in 2019-20. This equates to an annual rate of 554.6 per
100,000 population and is above target.
Lack of home care capacity remains a significant challenge compounded by new former
self funders whose numbers are the highest in the last five years. There are limited
prevention options for these cases as they are already in residential settings.
A review of short stay block contract beds aims to identify beds that can deliver
enablement to prevent people requiring long term care. Continued focus has been placed
on monitoring services following hospital discharge to ensure alternatives are explored.
Note – performance is calculated using data from the previous quarter to project the full year figure.

1.1.6 Rate of Delayed Transfers of Care attributable to Social Services (per
100,000 population) (HCS100a)

G
1.8
Rate

Performance
(Good to be low)

Data





NL

Performance has decreased
from 1.5 last quarter

Delayed transfers of care have increased since last quarter though the rate remains below
target. The increase follows a regular trend seen at this time of year. Hertfordshire ranks
7th in its group of 16 CIPFA comparator authorities.
The greatest percentages of social care delays have been reported by Hertfordshire
Community Trust (45%), West Herts Hospital Trust (40%) and Princess Alexandra Trust
(3%). The main reasons recorded for these delays are patients waiting for home care
(47%), residential care (36%) and nursing home care (11%).
Note – data is up to August 2019.

1.1.7 Percentage of repeat incidents of domestic abuse (HCS105)

R
33.5%

Performance
(Good to be low)

Data





L

Performance has increased from
34.4% last quarter

The number of cases referred to a Multi-Agency Risk Assessment Conference (MARAC)
continue to rise indicating improved identification of victims. During the quarter there
were 328 cases heard at MARAC, an increase of 40 cases on the previous quarter (288).
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Performance remains broadly in line with the national average and comparable to other
like force areas. The expected repeat rate of established and effective MARACs is 28-40%.
The recent review of local MARAC structures and performance by national specialist
charity SafeLives concluded that they are functioning well overall, are well run, have good
multi-agency participation and make a significant contribution to making victims and
children affected by domestic abuse safer.

1.1.8 Percentage of clients whose desired outcomes were either fully or partially
achieved as part of an adult safeguarding enquiry (HCS106)

G
95.1%

Performance
(Good to be high)

Data





L

Performance has decreased
from 95.3% last quarter

Performance remains consistent with last quarter. There were 654 expressed outcomes
recorded with 498 (76%) fully achieved and 124 (19%) partially achieved. Average
performance in 2018-19 was 95.5% per quarter.

1.1.9 Safeguarding Concerns and Enquiries (HCS108)
No
Target

2,579

Performance

Data



Numbers have increased from
2,414 last quarter

There have been 2,579 safeguarding concerns reported in Q2. This is a 7% increase from
last quarter.
The greatest proportion of concerns relates to abuse involving acts of neglect or acts of
omission (60%) followed by physical abuse (27%) and psychological abuse (15%). More
than one type of abuse can be recorded against each concern.
Last quarter fewer concerns proceeded to further enquiries (required under s42 of the
Care Act 2014 if genuine risk is believed to exist to a person). This may be due to the
establishment of the new safeguarding team and numbers are likely to rise as enquiries
are concluded by the team.
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Hertfordshire is currently developing an online portal for professionals to raise concerns.
This should improve data quality and the evidence required to progress an enquiry.

1.1.10 Percentage of Adults with Learning Disabilities in employment (HCS109)

G
6.3%

Performance
(Good to be high)

Data





Performance has decreased
from 6.5% last quarter

3,050 clients have been supported with a long term service in Q2. Of these, 191 (6.3%)
clients are in paid employment. The 0-25 Service (adults aged 18-25) have supported 559
clients with 13 (2.3%) in employment. The Adult Disability Service has supported 2,490
clients with 178 (7.1%) in employment.
The current employment and volunteering project seeks to increase engagement and
understanding from local services and providers whilst looking to increase those offering
accessible opportunities. Key aims are improving access points for people requiring
support with applications, development of online opportunities and improved signposting
for support.

1.2 Projects, Contracts & Risks
Type/ID &
RAG

Description/Aim

Reason

Project

There are no additional updates on projects

Contract

There are no additional updates on contracts

ACSPR0001 - Uncertainty of ACS funding – insufficient budgets and
further reductions
Rating has changed from Red to Amber.
Probability score lowered due to the Chancellor's announcement (4th
September) that the One Off Grants for 2020/21 will continue for another
year and additional funding is available.
Risk
ACSDMH0002 - Inadequate or inappropriate safeguarding vulnerable
Amber 24
adults
Significant
Risk wording remains the same, but score has been reduced as this was
ACSDMH0002 evaluated as a very high outcome and we believe this is unlikely to
happen, however the high impact meets the current level of the risk. The
Risk
Amber 24
Significant
ACSPR0001
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Safeguarding Self-Assessment was returned with minor
recommendations, all have been covered in the new action plan.
One ‘limited’ assurance opinion was issued with seven high priority
recommendations:
The agency is currently failing to generate the volume of work and income
levels required from adaptation projects that would allow it to be a cost
neutral operation and the existing direction of travel is not sufficient to
allow targets to be delivered within the medium term. In addition,
weaknesses were also identified in relation to quality assurance processes
relating to the agency’s role as project manager for adaptation works.
Specific areas for improvement highlighted within the report included
management information systems, capacity management, business
continuity, financial reporting and monitoring, risk management, strategic
/ business planning and financial modelling, project management and
post works inspections.

Audit
Adult Care
Services Hertfordshire
Home
Improvement
In response to the above report management have created a
Agency
comprehensive action plan which has been approved by the HHIA Board
(HHIA)
who will also oversee its completion. It should also be noted that a new
management structure has been introduced, including the appointment
of a new Head of Service, supported by the Head of the Hertfordshire
Equipment Service.

A follow up audit of the Hertfordshire Home Improvement Agency has
been included within the 2019/20 Internal Audit Plan to review progress,
this due to commence in quarter four.
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Children, Young People and Families

2.1 Service Performance
2.1.1 Rate of Referrals to specialised Children’s Services (rolling year rate per
10,000) (CS1)

G
209.2
Rate

Performance
(Good to be low)

Data





NL

Performance has decreased
from 209.1 last quarter
Best comparable authority: Cambridgeshire at 294.5
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The number of referrals into Children’s Social Care continues to remain low as more
families are appropriately supported through Families First. Repeat referrals also remain
low as families who are stepped down are supported.

2.1.2 Percentage of Children and Families assessments completed in time (CS2)

G
94.1%

Performance
(Good to be high)

Data





NL

Performance has decreased
from 96.7 last quarter

Performance remains strong and Hertfordshire continues to be one of the best performing
authorities in the country for the timeliness of assessments
This would place us approximately 19th best out of 151 authorities and 3rd best out of our
statistical neighbours.

2.1.3 Number of Children subject to a Child Protection Plan (CS4)
No
Target

Performance
(Good to be low)

Data





Performance has improved from
526 last quarter
466 equates to rate of 17.5 per
508
10,000 of 0-18 population
Next best comparable authority
Cambridge with a rate of 35.4
Numbers of children subject to child protection have reduced this quarter. This follows
focussed work to ensure child protection plans are ended in a timely manner where
appropriate.

2.1.4 Percentage of children with Initial Child Protection Conferences (ICPC) held
within 15 days (CS5)

G

Performance
(Good to be high)

Data





NL
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Performance has improved from
78% last quarter
95%
Best comparable authority
Warwickshire at rate 100%
Performance during September was the best to date. The work of the Assessment Teams
and the Child Protection Unit has seen real improvements in timescales.

2.1.5 Number of Children Looked After (as at end of the month excluding
Unaccompanied Asylum Seeking Children) (CS228)
No
Target

841

Performance

Data





Numbers have remained the
same since last quarter
The current rate is 35.2 per
10,000 (including UASC) which
compares to the best neighbour
of 37 in Buckinghamshire

Numbers of children looked after having remained broadly static over the last five months,
however the challenge remains around the small number of high cost independent
residential placements.

2.1.6 Number of requests for Education Health & Care Plans (EHCPs) for those
with a Special Education Need and/or Disability (formally SEND Pathfinder)
(CS82)
No
Target

830

Performance

Data





Numbers have increased from
628 in Q2 2018-20

There has been an increase in the number of requests for education, health and care plans
with 830 requests between April and September 2019 compared with 628 in the same
period the previous year. This follows a 10% increase in requests between 2017/18 and
2018/19 financial years. Responding to requests for Education, Health and Care Plans
continues to be a key focus as part of the SEND Transformation project.
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2.1.7 Number of completed Education Health & Care Plans (EHCPs) issued for
those with a Special Educational Need and/or Disability (formally SEND)
(CS84)
No
Target

625

Performance

Data





Numbers have increased from
490 in Q2 2018/19

The number of completed EHCPs issued between April and September 2019 has increased
to 625 (27% increase) This compares to an 8.7 increase between 2017/18 and 2018/19
financial years. We continue to see year on year increase in the number of young people
aged 0-25 supported through an EHCP.

2.2 Projects, Contracts & Risks
Type/ID &
RAG

Description/Aim

Reason

As at the end of August 2019, 665 children and young people under 18
(including Unaccompanied Asylum Seeking Children, family and friend’s
placements) were in foster placements excluding staying put.
Of the under 18s in foster care 477 were placed with in house carers
including family and friends’ carers (excludes staying put) arrangements).
In House
The recruitment team remain focused on targeting groups who are most
likely to have the skills, experience and attributes required to meet the
needs of our current Children Looked After population, with marketing
Project
aimed at profiling the services’ needs for carers for teenagers, sibling
CSC3
Independent groups, children with disabilities and children requiring long-term, respite
or specialist placements.
Foster
Placements
The Fostering Strategy is being supported by our engagement work with
Ameo with the aim to improve sufficiency of placements by reviewing our
payment and remuneration model. The Fostering Strategy project plan
will include refreshing family values work across the fostering service and
the recruitment of a project lead.
Independent fostering
A Fostering Strategy is in the process of development to inform
Hertfordshire’s short medium- and long-term plan.
Project
559 Troubled Families outcome claims have been submitted for families
CSP10
to Ministry of Housing Communities and Local Government as part of
Families First
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Troubled Families (over the last three months) and government funding
has now been rolled to March 2021
There are an increasing number of Families First Assessments closing in
time, with the success rate maintained at 72% and the current Payment
By Results conversion rate is 55%
The Family Safeguarding education project now has a new team
recruited, inducted and is now operational.
The outcomes for Higher Education best ever recorded with 68 care
leavers at University.
Project
CSP5
Green
Achievement
Levels of
Children
Looked After

Risk
Audit

3

Key Stage 4 Results:
 For the 4th consecutive year outcomes show a further overall rise
in attainment.
 97% of the cohort has achieved at least one qualification.
 Average GCSE grade for English & Maths is a 3. The Modal grade
for Maths is a 4
 100% of entries achieved at least a grade 4 in French, Spanish,
German, Danish, Performing Arts.
 85% of entries achieved at least a grade 4 in Chemistry.
 75% of entries achieved at least a grade 4 in Physics and Business.
 Children Looked After who were entered for GCSE English
Language and Maths, 38% achieved at least a grade 4 in English,
42% achieved at least a grade 4 in Maths.
All corporate risks, including any red risks relating to this Portfolio, can be
viewed through the electronic dashboard. There have been no significant
movements in the last quarter.
No high priority recommendations were made or 'limited' or 'no'
assurance Internal Audit opinions issued for this area in the last quarter.

Public Health and Prevention

3.1 Service Performance
Key indicators are available through the HCC Performance dashboard and the complete set
of Public Health Outcome Framework (PHOF) indicators is available at
www.phoutcomes.info.

3.1.1 Smoking Cessation: Uptake and Successful Quits (PH4)
No
Target

Performance
(Good to be high)

Data
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548
Successful
quits

Performance has decreased from
737 in line with seasonal trends

The uptake of stop smoking services has reduced from the annual post New Year high in
Q4. This is in line with previous years, and the number of successful quits is higher than
Q1 18/19.
Stop smoking service data continues to show that a higher proportion of routine and
manual workers, people with mental health conditions and smokers who live in the most
deprived communities accessed stop smoking services. The 2018/19 stop smoking service
annual report is due to be presented to Public Health and Prevention Cabinet Panel in
November.
Note – This indicator is reported a quarter in arrears

3.1.2 NHS Health Checks: Invited and Delivered (PH5)
No
Target

91%
Numbers
Invited

Performance
(Good to be high)

Data



Percentage has increased from
88% in Quarter 4 18/19

Up to and including Q1 2019/20, 91% of the eligible population in Hertfordshire has been
offered a Health Check in the last five years against a Public Health England (PHE) target of
100%. Due to a change in PHE reporting, we have no England figures for comparison.
Hertfordshire’s eligible population increased from 342,243 in 2018/19 to 343,095 in
2019/20. In Q1, 11,067 individuals were invited for a Health Check and 4,508 individuals
received one and 49% of those offered a Health Check in Hertfordshire received one,
compared to 36% for England. There are differences in how GP practices invite patients,
and not all offers are recorded.
Note – This indicator is reported a quarter in arrears

3.1.3 Successful Completion of Drugs & Alcohol Treatment – Alcohol, Opiates
(PH8)

G
41.6%
Alcohol

Performance
(Good to be high)

Data





NL

Performance has improved from
40.9% previous quarter

7.3%
16

Opiates

A

Performance
(Good to be high)

Data





NL

Performance has improved from
6.3% in the previous quarter
The rates of successful completion of alcohol and opiates treatment have improved
between Q4 18/19 and Q1 19/20.
Each Local Authority has been assigned 32 revised comparator areas (LOC’s) which are
those areas most similar to Hertfordshire in terms of complexity of those in treatment. As
of June 2019, Hertfordshire’s position in comparison to the LOC’s for successful
completions and representations is 8th out of 32 (opiates), 18th (alcohol) and 6th (nonopiates). Note- This does not include young people's data as this level of reporting is not
available via National Drug Treatment Monitoring System
Note – This indicator is reported a quarter in arrears

3.2 Projects, Contracts & Risks
Type/ID &
RAG

Description/Aim

Project

There are no additional updates on projects

Contracts

There are no additional updates on contracts
All corporate risks, including any red risks relating to this Portfolio, can be
viewed through the electronic dashboard. There have been no significant
movements in the last quarter.
No high priority recommendations were made or 'limited' or 'no'
assurance Internal Audit opinions issued for this area in the last quarter.

Risk
Audit

Reason

4 Community Safety & Waste Management
4.1 Service Performance
4.1.1 Number of Primary Fire Injuries (CP2)
No
Target

Performance

Data



17

17

Numbers are the same as last
quarter

Here the definition ‘Primary Fire Injury’ is an injury that was fire related where the victim
was conveyed to hospital as a result. The figures do not include first aid or precautionary
checks given at the scene.
Whilst the numbers are the same as the previous year, there is a big reduction from Q1
due to an unusually high number of incidents in Q1 (32), the figure has returned to levels
experienced in previous quarters.
Number of Primary Fire Injuries (CP2) Hertfordshire was ranked 12th out of 15 (1 being the
best) participating comparator authorities within the Family Group 2018/19 (see p40).

4.1.2 Primary Fires (quarterly) (CPT1)

A
415

Performance
(Good to be low)

Data





NL

Numbers have increased from
411 recorded in Q2 2018-19

The number of primary fires (a fire which involves property such as buildings, crops and
equipment) attended increased by 1% or 4 fires up from 411 in Q2 18/19 to 415 Q2 19/20.
The increase is linked to a rise in in the number of woodland or forest fires and
performance will continue to be closely monitored to identify any negative trends.
Hertfordshire was ranked 5th out of 15. (1 being the best) participating comparator
authorities within the Family Group 2018/19 (see p40).

4.1.3 Secondary Fires (quarterly) (CPT2)

G
464

Performance
(Good to be low)

Data





NL

Numbers have decreased from
730 in Q2 2018-19
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The number of secondary fires attended (a fire of no discernible value or ownership such
as scrubland, grassland and rubbish) decreased to 464 fires which is 36% or 266 less than
in Q2 2018/19. When compared to the previous quarter, the number of secondary fires
has increased by 100 or 27% from 364 fires in Q1 2019/20.
A dry second quarter will have been a significant contributory factor in the increase in
secondary fires though the unusually high figures of Q2 in the previous year have not been
repeated. Performance will continue to be monitored to ensure that any negative trends
are identified.

4.1.4 Number of Deliberate Fires (rate per 10,000 population) (CP4)

G
3.61
Rate

Performance
(Good to be low)

Data





NL

Performance has improved from
4.93 in Q2 2018-19

Deliberate fires have decreased by 1.32 fires per 10,000 of the population from 4.93 fires
in Q2 2018/19 to 3.61 fires per 10,000 of the population in Q2 2019/20. A dry second
quarter will have been a significant contributory factor in the increase in deliberate fires
since Q1 (3.11). Further analysis is being undertaken to establish whether any serial
arsonists may have been active during this period.
Hertfordshire was ranked 8th out of 15 (1 being the best) participating comparator
authorities within the Family Group 2018/19 (see p39).

4.1.5 Percentage of Attendance Standards (all property fires) all pumps (CP3)

G
91%

Performance
(Good to be high)

Data





NL

Performance has improved from
90.2% last quarter

At the end of Q2 2019/20 the first appliance to a property fire met the attendance
standard on 91% of all occasions over the previous 3 months. This is a 3.5% increase on
the same period last year. The target of 90% was met.
At the end of Q2 2019/20 the second appliance to a property fire met the attendance
standard on 83.5% of all occasions over the previous 3 months. This is a 0.8% decrease on
the same period last year and the target of 90% was not met.
At the end of Q2 2019/20 the third appliance to a property fire met the attendance
standard on 83.3% of all occasions over the previous 3 months. This is a decrease of 2.9%
from the same period last year and the target of 90% was not met.
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For the fifth quarter in a row, attendance of the first pump has improved. Despite an
improvement on attendance of the second pump from previous quarter (1.8%), the
attendance times for second and third pumps remains below target. This will have been as
a result of a variety of factors including, unavailability of a closer 'on call' pump, traffic
difficulties, response to other, simultaneous incidents and location of incident.

4.1.6 Number of false alarms caused by automatic fire alarms attended by
Hertfordshire Fire and Rescue Service (HFRS) (CPT3)

G
766

Performance
(Good to be low)

Data





NL

Performance has decreased
from 619 last quarter

The number of false alarms attended, caused by Automatic Fire Alarms, increased by
23.7% or 147 from 619 in Q1 2019/20 to 766 in Q2 2019/20. The service has checked the
rise in non-domestic automatic fire alarms though an increased occurrence in a domestic
setting accounts for a rise in Q2.
In this area, Hertfordshire was ranked 8th out of 14 (1 being the best) participating
comparator authorities within the Family Group 2018/19 (see p40).

4.1.7 Number of Safe & Well Initiative Visits (CP14)
No
Target

1,475

Performance
(Good to be high)

Data





Performance has decreased from
1,731 last quarter

The number of safe and well visits undertaken in Quarter 1 and 2 has seen a marked
increase (55% and 27% respectively) on the same period the previous year. This is the
result of increased activity by both operational crews and the Hertfordshire Fire & Rescue
Service (HFRS) Volunteers.

4.1.8 Protection Team - Risk Based Inspections (HFRS) (CP16)
No
Target

Performance
(Good to be high)

Data
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33

Performance has decreased
from 39 last quarter

The number of risk-based inspections completed by Fire Protection in Q2 is lower than
expected. This is due to a number of factors including personnel changes across the team,
new staff in training and staff absences. The number of consultations remained high
despite a number of staff still gaining experience in this area. A number of the team have
also provided significant contributions to various consultations following on from the
Independent Review of Building Regulations & Fire Safety - includes responses to the
(National Fire Chiefs Council) NFCC competency framework, Building Regulations review
and Fire Safety Order call for evidence.

4.1.9 Number of Road Traffic Collisions attended by Hertfordshire Fire & Rescue
Service (HFRS) (CPT4)

121

Performance has improved from
127 last quarter

The Fire and Rescue Service continue to be called out to rescue significantly more people
from Road Traffic Collisions (RTCs) than from fires. Around ten times more people are
killed on Hertfordshire’s roads than in fires.
The number of RTCs attended by the Service in Q2 2019/20 has decreased by 38 from 159
to 121 when compared to Q2 2018/19 and there has been a small but steady decline over
the last three quarters. However, as we enter the autumn/winter period, this trend may
be reversed due to difficult driving conditions.
In this area, Hertfordshire was ranked 8th out of 15 (1 being the best) participating
comparator authorities within the Family Group 2018/19 (see p41).

4.1.10 Number of Volunteer Hours (CP13)

A
1,467
Hours

Performance
(Good to be high)

Data





L

Performance has increased from
1,341 last quarter

The total hours contributed by HFRS volunteers is 1,467. This is an increase of 126 hours
compared to Q1 but below the target of 1,600. A number of volunteers have suffered
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from long term health issues and this has meant that the hours they historically
contributed have reduced. Additionally, a volunteer coordinator resigned (role now filled)
impacting the tasking of volunteers. The appointment of a new Youth Engagement and
Volunteer Manager from 1st October will help to support the volunteer programme.
Overall, volunteers have made a solid contribution to Community Protection’s work this
quarter, including logistical support for the county wide Learn 2 Live programme,
undertaking Safe and Well visits and public reassurance patrols for both anti arson duties
and checking for fly tipping.

4.2 Projects, Contracts & Risks
Type/ID &
RAG

Project
CPP2
Amber
Joint
Command
Project

Contract
Audit
Risk

Description/Aim

Reason

The status of the project has changed from red to amber this quarter as a
great deal of positive progress has been made. Changes implemented
within the Vision databases appear to have improved performance and
stability significantly. The remaining performance issues being
encountered by Herts Fire Control are now largely limited to bugs in Vision
4 software which Capita will continue to address.
In addition, an initial load test of the system was also conducted by
deluging the telephony with numerous emergency calls to ensure the
system could cope with a replication of high demand conditions and deal
with a large volume of calls.
As a result of this positive progress, planning is underway for the
implementation of the new telephony system in Hertfordshire and, subject
to the success of that first stage, the subsequent transition of Humberside,
Lincolnshire and Norfolk services onto the system.
There are no additional updates on contracts
No high priority recommendations were made or 'limited' or 'no' assurance
Internal Audit opinions issued for this area in the last quarter
All corporate risks, including any red risks relating to this Portfolio, can be
viewed through the electronic dashboard. There have been no significant
movements in the last quarter.

5 Growth, Infrastructure, Planning and the Economy
5.1 Service Performance
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5.1.1 Percentage of bus stops with comprehensive and up-to-date information
(ENV31)

G
91%

Performance
(Good to be high)

Data





NL

Performance has decreased
slightly since last quarter

Performance in Q2 was 91%. This is 0.2% lower than Q1 and above the target of 89%.
While the number of stops with timetable information is slightly lower than last quarter,
this is due to an increase in total stops as opposed to a reduction of those with
information.

5.1.2 Percentage of decisions for Major County planning applications (ENV10)

G
100%

Performance
(Good to be high)

Data





NL

Performance has improved from
67% last quarter

For the last quarter performance was 100% (2 out of 2). This is 33.3% above Q1 and above
the target of 60%. There were no appeal decisions during the quarter and no actions
arising from this quarter's performance.

5.1.3 Percentage of Environmental Resource Planning consultations completed
within 21 days and those with an agreed extension (ENV93a)
No
Target

94.5%
Overall figure

Performance
(Good to be high)

Data





Performance has improved from
93.2% last quarter

Numbers of consultations have increased since last quarter (1.3%) and are broadly
equivalent to the same period for 2018/19 with exception of Ecology which has fallen
slightly due to staff absence/sickness. Expectation is that figures will show performance is
back on track in the coming months.
Note – this indicator is reported a quarter in arrears
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5.1.4 Percentage of Overall Employment Rate (working age 16 – 64) (ENV14)

G

Performance
(Good to be high)

Data





NL

Performance has decreased
78.3% from 78.5% last quarter and
decreased from 78.9% in Q1
18/19
Hertfordshire's employment rate of 78.3% remains well above the national average of
75.4% and marginally below the average for the South East of England at 78.4%. It
remains above the County Council's target rate (75.6%) but has reduced by 0.6% for the
corresponding period last year. In terms of comparisons with Local Enterprise Partnership
(LEP) geographies, Hertfordshire’s employment rate has slipped outside the top ten LEP
areas and is below four South East LEP areas: Enterprise M3; Oxfordshire; Thames Valley
Berkshire and Buckinghamshire Thames Valley. Three of these LEP areas have
employment rates in excess of 80%.
Please note that the data is shown one quarter in arrears.

5.2 Projects, Contracts & Risks
Type/ID &
RAG
Project
Contract
Risk
Audit

Description/Aim

Reason

There are no additional updates on projects
There are no additional updates on contracts
All corporate risks, including any red risks relating to this Portfolio, can be
viewed through the electronic dashboard. There have been no significant
movements in the last quarter.
No high priority recommendations were made or 'limited' or 'no' assurance
Internal Audit opinions issued for this area in the last quarter

6 Highways and the Environment
6.1.1 Integrated Transport Control Centre (ITCC) Percentage of Network
Interventions (ENVB1)

G
57%

Performance
(Good to be high)

Data





L

Performance has improved from
42% last quarter
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The number of incidents where proactive management on street was possible has
increased this quarter which is in line with the general trend through the past two years.
This correlates with previous trends on this measure, as the Council’s ability to proactively
manage incidents is determined by the location of fixed Intelligent Transport Systems (ITS)
equipment (which is a combination of traffic lights, Variable Message Sign, CCTV etc. and
its proximity to incidents that occur. It should be noted that the ability to proactively
manage traffic disruption has been improved where incidents resulting in road closures
are concerned, as information can now be sent directly to vehicles’ Sat Navs.

6.1.2 Response to public correspondence within 10 days (ENVB2)

G
79%

Performance
(Good to be high)

Data





L

Performance has decreased
from 80% last quarter

Customer correspondence ended the quarter on 79% and although the score has dropped
below 80%, it is still above performance for the same period last year. Teams are working
hard to continue to improve the response rates and it is expected that an increase in
performance will be achieved in the coming months

6.1.3 Street lighting defects rectified within the prescribed response times
(ENVB4)

G
100%

Performance
(Good to be high)

Data





L

Performance has increased from
99.7% last quarter

Performance for street lighting defects is measured from 20 working days from receipt of
a street lighting fault to start of the job and monitoring takes place to ensure not all jobs
are being left until near the deadline. It should also be noted that a proportion of street
lighting faults turn out to be UK Power Network issues meaning they ultimately fall outside
of the scope for this indicator.
Response to publicly reported street lights on non A, B and C roads still remains consistent
going into the 2nd Quarter of 2019/20. This reflects the overall health of the street lighting
service and with any faults identified during a continuous inspection regime.
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6.1.4 Percentage of schemes delivered against the Integrated Works Programme
(IWP) (ENVB3)

G
81%

Performance
(Good to be high)

Data





L

Performance increased from
64% last quarter

Overall programme reliability was has increased significantly this quarter to 81% from 64%
last quarter. This was achieved by the Drainage and Structures teams re programming
various design completion dates that were planned for August. This is not expected to
affect the construction dates.

6.1.5 Response to emergency (ENVB5)

G
99.91%

Performance
(Good to be high)

Data





L

Performance has increased from
99.7% last quarter

Response to emergency are highway defects that have been classified as requiring an
Emergency 2 hour response. They are measured from the time the issue is reported, to
the time the Highways response crew arrive at the location. Essentially, this is anything
that is obstructing the safe passage along the road and presenting an immediate hazard to
the travelling public.
Response to emergency defects has increased going into Q2. With the volume of jobs not
being met in time being extremely small. The service is constantly monitoring the level of
risk associated with the small number of jobs that fall outside of the target attendance
time.
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6.1.6 Response to Category 1 defects (ENVB6)

G
99.4%

Performance
(Good to be high)

Data





L

Performance has declined from
99.8% last quarter

Response to Cat 1 defects to time (24 hours, 5 or 20 working days depending on the
severity of the defect) has been consistently at or above its target level of 98% and
continues to do so going into Q2.

6.1.7 People killed or seriously injured in road traffic accidents (ENV25)
No
Target

389

Performance

Data



Down from 436 in the same
reporting period 2018

The number of people killed or seriously injured on Hertfordshire's roads shows a
reduction for the first 2 quarters of 2019 (Q3 18/19 444, Q4 18/19 417, Q1 19/20 389).
However, it is important to note that casualty figures historically fluctuate, and longer
term trends suggest total figures have 'flatlined' since about 2010. Furthermore,
vulnerable groups including cyclists, pedestrians, younger and older road users continue to
make up a disproportionate percentage of the total. As part of an aspiration towards
'Vision Zero', members of the Road Safety Partnership continue to work on delivering
coordinated and evidence led enforcement, engineering and behaviour change campaigns
and initiatives.
Note - this indicator is reported a quarter in arrears

6.1.8 Health Walks – The Percentage of newly registered walkers identifying that
they are living with 1 or more long-term condition’s (ENV74)

G
43%

Performance
(Good to be high)

Data





L

Percentage has improved from
38% last quarter
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In Q2, 43% of newly registered walkers identified as living with one or more long-term
health conditions. This is an increase on last quarter of 5% and above the target of 32%.
These health conditions include diabetes, heart disease, high blood pressure and also mild
to moderate mental health conditions. Research has shown that increased physical activity
offered by activities such as Health Walks, could help an individual to manage these
conditions.

6.1.9 Health Walks – Percentage that are inactive at sign up (ENV75)

G
25.5%

Performance
(Good to be high)

Data





L

Percentage has decreased from
29% last quarter

In Q2, 25.5% of walkers identified themselves as inactive at sign up. This is a decrease of
3.5% since last quarter and below target level (30%). The team is presently not at full
capacity, but staff continue to lead on working across the Health and Wellbeing sector to
secure participation from those least active in society. In addition, Volunteer Ambassadors
continue to work hard to drive up general participation levels.

6.1.10 Percentage of Countryside Rights of Way (CRoW) volunteering activity in
hours (ENV76)
No
Target

35.7%

Performance

Data





NL
n/a

Performance has decreased
from 44% last quarter

In Q2, the percentage of activity hours contributed by volunteers was 35.7% (out of a total
of 2,409.5 hours). This is a decrease of 8.4% since last quarter but above target level (30%)
and in-line with the same period last year (39.5%). Volunteering activity this quarter
included work to replace all decking and extend a bridge at Frogmore near St Albans. This
saw all three of the mid-week conservation volunteers working to deliver one significant
and complex capital project on the local Rights of Way network.
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6.1.11 Percentage of all trips (under 1 mile) made by walking (ENV60)

G
76.3%

Performance
(Good to be high)

Data





L

Performance has declined from
76.5% in 2016

The positive benefits to health and environment from walking for short journeys is paying
dividends and although performance has seen a slight decrease (0.2%) since it was last
reported in 2016 the percentage of trips made by walking (under one mile) remains above
target (68%).

6.1.12 Percentage of all trips (under 3 miles) made by cycling (ENV61)

R
2%

Performance
(Good to be high)

Data





L

Performance has declined from
2.2% in 2016

Performance for cycle as a mode share is continuing to fall (0.2%) at distances less than
three miles despite the obvious health benefits and record numbers receiving cycle
training. The County Council will continue work in increase levels via promotional efforts

6.1.13 Project Income (cumulative) Secured from Sources External to Countryside
& Rights of Way (ENV52)
No
Target

£2.737m

Performance
(Good to be high)

Data





L

Performance has increased from
£2.593m last quarter

Countryside & Rights of Way prepares plans that set out how green space is to be
enhanced for people and for wildlife. These plans are used to engage local communities in
this decision making. They set out the actions that will enhance these places and also form
the basis for applications to secure external funding. External funding is also secured to
expand coverage of Hertfordshire Health Walks and enable volunteering activity in the
environment. To date £2,737,450 (cumulative)has been secured from external sources
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this year to enable the delivery of land management plans and other Countryside & Rights
of Way activity.

6.2 Projects, Contracts & Risks
Type/ID & Description/Aim
Reason
RAG
The contract for A120 Little Hadham Bypass work was signed with John
Graham construction at the end of June 2019. Planning conditions have now
been met and site compound set up has started. Key onsite activity this
Project
quarter include:
A120 Little
1. Ongoing reconstruction of Upwick Green
Hadham
2. Dam and flood alleviation works at Albury Road Bridge, River Ash and
Bypass
Albury Tributary
3. Night time road closures to create the new Tilekiln roundabout
Contract
Ringway
Risk
Audit

Overall performance of the Highways Service Term Contract (Section 6.2,
p29) in Q2 was 96.59% which is a slight increase from the previous quarter.
Performance remains strong and this is still well above the minimum
performance requirements of 75%.
All corporate risks, including any red risks relating to this Portfolio, can be
viewed through the electronic dashboard. There have been no significant
movements in the last quarter.
No high priority recommendations were made or 'limited' or 'no' assurance
Internal Audit opinions issued for this area in the last quarter

7 Education, Libraries & Localism
7.1 Service Performance
7.1.1 Percentage of Ofsted judgements – rated good and outstanding (all schools)
(CS17)
No
Target

Performance

Data





Performance improved
from 87% last quarter
88.2% Comparable authority: Buckinghamshire 91.4%
The proportion of good or outstanding schools in Hertfordshire, as judged by Ofsted,
shows an improving trend since autumn 2013. The published data shows Hertfordshire’s
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percentage at the end of August 2019 to be 88.2% of schools in the authority good or
outstanding, compared to 86.0% nationally.
Going forward the latest inspection framework introduced from September 2019 will
increase the inspection frequency for outstanding schools.

7.1.2 Library Issues (Physical & Virtual) (RP117b)
No
Target

1.41m
Physical issues

Performance
(Good to be high)

Data





Performance has improved from
1.34m Q2 2018/19

185k
Virtual issues

At the end of quarter two, physical and virtual library issues have achieved 57.4% of the
annual target. Physical issues make up 86.8% of the total issues for quarter two, with
13.2% being virtual issues.
For 2019/20 the target for virtual and physical issues is to increase on the 2018/19 actual
total by 3%. Compared to quarter two 2018/19, physical and virtual issues have increased
by 4.9%. Issue in quarter two is a total of 1,227,594 physical issues and 185,876 virtual
issues.

7.1.3 Number of Library Visits (Online/Virtual) (RP127)
No
Target

669k

Performance
(Good to be high)

Data





Performance improved from 596k
last quarter

At the end of quarter two, online library visits have achieved 56.4% of the annual target.
For 2019/20 the target for virtual visits is to increase on the 2018/19 actual total by 2%.
Compared to quarter two 2018/19, online visits have increased by 19.3%. This is due to
the continuing popularity of BorrowBox our e-book and e-audio service and PressReader
our online magazine and newspaper service.
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7.2 Projects, Contracts & Risks
Type/ID &
RAG

Description/Aim Reason
Primary Expansion Programme (PEP)8 programme approval completed.
Delivery on track.
PEP9 approved by Cabinet in February 2019.

Project
RPP3a
Green
Schools
Expansion Primary

Project
RPP3b
Red
Schools
Expansion
–
Secondary
(SEC

New Risk
Amber 12
Significant
LIBS0009

Contract

Three expansion projects as a consequence of specific housing
developments likely to come forward for approval during the next year.
Bishops Stortford North: construction of the new school buildings continues:
planned to open in September 2020. Demand from the new housing will
continue to be monitored and will inform decisions round the timing of the
opening of the second primary school in the western neighbourhood.
Following a competition process, Avanti Schools Trust has been approved
by the Department for Education (DfE) to be appointed as the sponsor of the
two new primary schools and the sixth secondary school planned for
Bishops Stortford North.
SEC1 & 2: places available on time.
SEC3: approved and being implemented (mainly by schools via funding
agreements).
Croxley Danes school still occupying temporary accommodation since
September 2018 (previously used by the Reach Free School) until permanent
accommodation in Croxley Green ready (Education & Skills Funding Agency
project).
Katherine Warington School: now open.
Bishops Stortford North: All land acquisitions have now been finalised which
provides the sites required to deliver the county council’s preferred
additional education provision to serve the area. Both Bishops Stortford
North Consortium and Countryside Properties have now commenced
housing development. The 6 form entry secondary school is currently
planned to open from September 2022. Following a competitive process,
Avanti Schools Trust has been approved by the DfE to be appointed as the
sponsor of the two new primary schools and the secondary school planned
for Bishops Stortford North.
LIBS0009 – Failure to mobilise Libraries for Life mobilise Libraries for li
Hertfordshire County Council has awarded the contract for the Provision of
Library Services in Hertfordshire to “Libraries for Life.”
As a result, the risk relating to the procurement process is no longer valid
and has now been withdrawn. However, the risk focus has now shifted, and
this new risk has been created to cater for the commencement of the new
contact and its mobilisation.
There are no additional updates on contracts
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Audit

No high priority recommendations were made or 'limited' or 'no' assurance
Internal Audit opinions issued for this area in the last quarter

8 Resources and Performance
8.1 Service Performance
8.1.1 HR Pay bill (RP30 and RP134)

£252.2m
Total

Up from £247.9m

£177.0m Up from £147.7m
Basic

The rolling annual total pay bill (excluding agency spend) has increased by £4.3m from
£247.9m to £252.2m. This represents a 1.7% increase.
The rolling annual basic pay bill for the county council has increased by 1.3% from
£174.7m in Q1 to £177.0m in Q2.
In Q2, Performance Related Increment exceed payments and incremental increases for
Green Book employees added to the pay bill, along with market forces payments for social
workers. In Q3 the pay bill will be impacted by pay awards for Youth, Soulbury, Music
Teachers and Centrally Employed Teachers.

8.1.2 Agency Spend (RP13 & RP14)
No
Target

£11.9m
Spend

4.5%

Performance
(Good to be low)

Data





Agency spend has decreased
from £12m last quarter
Decreased by 0.1%

Of payroll
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In Q2, the 12-month rolling agency spend has shown the first quarterly decrease in five
quarters, reducing from £12.014m in Q1 to £11.920m in Q2 (-0.8%). Agency spend as a
percentage of the total pay bill has also decreased, from 4.6% to 4.5%.
This decrease is predominantly due to a £246k reduction in spend within Children’s
Services’ Safeguarding, this reduction has been achieved through moving agency staff into
permanent roles and appointing newly qualified social workers instead of using qualified
agency social workers.
The decrease in Children’s Services has been offset by increases in the majority of other
service areas, notably Resources (excluding Libraries and Herts Business Services) and
Herts Business Services (HBS). In Resources spend went up £68k to £1.419m in Q2. In
HBS, agency spend on warehouse staff has increased by £48k between Q1 and Q2 with
additional temporary staff being used to cover the Q2 peak ahead of the start of the new
school term and cover additional contracts secured for Nottinghamshire County Council.
It is anticipated agency spend will reduce in this area in Q3.

8.1.3 Headcount (RP15 & RP16)
No
Target

8,085

Performance
(Good to be low)

Data





Headcount

Up from 8,032 last quarter

6,371

Up from 6,323 last quarter

EWT

Average headcount has increased from 8,032 in Q1 to 8,085 in Q2 (+53 employees). The
majority of the increase is due to an additional 67 employees (+36 Equivalent Whole Time)
in Children’s Services with a new intake to the Social Worker Academy and making a
number of permanent appointments which has reduced spend on agency staff.

8.1.4 Percentage of Voluntary Turnover (RP24)

G
12.6%

Performance
(Good to be low)

Data





L

Performance has improved from
12.7 last quarter

Voluntary turnover (which includes resignations, early retirement and voluntary
redundancies) has dropped for the third quarter running, down from a peak in Q3 2018/19
of 13.4% to 12.6% in Q2.
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The latest reduction predominantly due to Children’s Services where turnover fell from
14.6% in Q1 to 13.2% in Q2. Apart from Community Protection where there was a slight
0.1% reduction, all other departments saw an increase in voluntary turnover between Q1
and Q2. Most notably in Libraries & Heritage Services (+3.3% to 15.4%), Public Health
(+2.4% to 12.4%), and Resources (+1.7% to 12.7%).
Compulsory turnover figures include all other reasons for leaving (which includes
dismissal, redundancy, TUPE, end of fixed term contracts and death in service). This has
also reduced, by 1.0% to 1.6% for Council Departments between Q1 and Q2 and is at its
lowest level since Q4 2014/15.

8.1.5 Apprenticeship Starters (RP212)

G
31

Performance
(Good to be high)

Data





L

Numbers have reduced slightly
from 35 in Q1 19/18

In 2019/20 HCC has a target to recruit 184 Apprentices, to date in Q1 and Q2 there have
been 66 Apprentices with a further 61 identified to start before the end of the financial
year, leaving an additional 57 to be recruited. Planned starters are projected to increase
numbers in Q3.

8.1.6 Customer Service Center (CSC) all contacts – average call waiting time
(RP116)

G
19
seconds

Performance
(Good to be low)

Data





NL

Performance has stayed the
same as last quarter

CSC average wait time was less than 20 seconds for July, August and September.
This quarter included the September back to school peak, a higher than average volume
for adult social care and also secondary school admission applications.
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The County Council continues to monitor Serco performance on a daily basis and liaises
with CSC managers as required. Serco are reviewing systems speed to ensure the setup is
effective for advisors to manage calls efficiently.

8.1.7 Customer Service Centre (CSC) all contacts – mystery shopping results
(RP115)

G
91%

Performance
(Good to be high)

Data





L

Performance has improved from
90% last quarter

Performance has increased and is on target. (Numerator: 144 Denominator: 158)
The longer term trend remains static with particular groups such as cyclists, motorcyclists,
pedestrians and older road users over represented.
Refresher training will be provided to individuals and training materials have been updated
and promoted with the CSC.

8.1.8 Number of complaints (RP1 & RP2)
No
Target

283

Performance

Data





nN
L/a

Performance stable
from 281 Q2 2018-2019

The total number of complaints is similar to the same period last year (281).
• Five notifications of investigations were received from the Local Government
Ombudsman (LGO) – two in Children’s Service, two in Adult Care Services and one in
Environment.
• Ten final decisions of fault were received from LGO – three in Children’s Services, five in
Adult Care Services and one in Environment. Nine were maladministration and injustice,
one was no further action.
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8.2 Projects, Contracts & Risks
Type/ID & RAG
Project
Contract

Audit

New Risk
Red 48
Severe
PROP0031

New Risk
Red 32
Severe
SP0007
Risk
Amber 24
Significant
RPHS0001

Description/Aim

Reason

There are no additional updates on projects
There are no additional updates on contracts
A Limited Assurance opinion was provided for Property Health & Safety
recording. Two high priority recommendations were made with the
objective of improving the records available on health and safety
assessments, inspections and remedial works as well as the
identification, monitoring and recording of outcomes of all inspections
due.
In response to the audit recommendations, management have provided
a full action plan that includes the creation of a compliancy Health and
Safety Task Force to create a systematic and robust process to manage
health and safety requirements for all sites within the portfolio, coupled
with work to improve the data quality within and usage of Tech Forge to
support planning, delivery, recording and oversight activities in relation
to health and safety statutory checks. The required management
actions have been scheduled for completion by the end of March 2020.
PROP0031 - Major developments using county council assets
New risk raised to reflect the risk posed through a possible failure to use
the county council’s assets effectively for key partnership developments
and to support the necessary growth agenda and take the significant
opportunities this can bring.
A Housing Infrastructure Funding bid has been submitted for £38m for
the Brookfield developments; high level discussions take place monthly
through the Corporate Member Growth Group, and work is being
undertaken to foster close working relationships with those parties who
may be affected by re-location. A number of other control measures
are being put in place or are being investigated to reduce and effectively
manage this risk going forward.
SP0007 - Instability / failure of major supplier/s
As a result of the 2019 review of risks within Resources, this risk has
been developed which replaces risk SP0005 on the corporate and
strategic risk register and more directly highlights the risk of supplier
failure and the mitigating actions necessary.
RPHS0001 - Significant Health & Safety Incident/s
The impact score for this risk has been revised (increased from four to
eight) as potential outcome could be major / disabling injury to staff /
service user and in light of increased level of fines resulting to large
organisations since the change in Sentencing Guidelines. The risk owner
has also escalated this risk to the Corporate level.
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Key & Notes
1 Indicators - Red, Amber & Green Explanation
No target
specified

2 Projects & Contracts - Red, Amber, Green Explanation

Rating has improved

Rating same as last time

Rating has deteriorated

3 National and Local Key Performance Indicators
National Indicator

Local Indicator

N

L

4 Risks – Additional Information
All corporate risks, including any red risks relating to this report, can be viewed via the dashboard

5 Comparable Authority
To provide a means of benchmarking progress other local authorities (LA’s) are identified where
they are deemed to have similar characteristics. These designated LAs are known as statistical
neighbours (stat neighbours) or comparable authorities.
Any LA may compare its performance (as measured by various indicators) against its statistical
neighbours to provide an initial guide as to whether their performance is above or below the level
that might be expected.
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The term ‘comparable neighbour average’ (or stat neighbour average) is used when, for that
indicator, the individual totals from LA’s in the group are combined and divided by the number of
LA’s in the group.
The sections below list the comparable authorities used by the various Hertfordshire County
Council services/departments. The Council continues to review the appropriateness of these
comparators.
Please note: Highways do not benchmark with neighbouring authorities for performance, instead
current performance is compared against previous years.

5.1 Adult Care and Health
Referred to throughout Section 1
Oxfordshire
Essex
Buckinghamshire
Hampshire
Kent
Cambridgeshire
Surrey
Gloucester
Northamptonshire
West Sussex
Warwickshire
Worcestershire
Staffordshire
Lancashire
Somerset

5.2 Children’s Services & Education
Referred to in Sections 2 and 7
Bracknell Forest
Hampshire
Oxfordshire
Central Bedfordshire
Trafford
Buckinghamshire
Cambridgeshire
West Berkshire
West Sussex
Warwickshire
Hertfordshire
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5.3 Environment
5.4– Bus Information
Referred to in section 5
Cambridgeshire
Essex
Suffolk
Central Bedfordshire
Bedford

5.5 Public health
PHE now use CIPFA comparators. For
Hertfordshire these are the 6
statistically nearest county councils
linked in the IMD 2015
Referred to in Section 3
Oxfordshire
Hampshire
Surrey
West Sussex
Cambridgeshire
Buckinghamshire

4.4 Environment
Referred to in sections 6
Authority
Buckinghamshire CC
Cambridgeshire
Essex
Gloucestershire
Hampshire
Kent
Lancashire
Northamptonshire
Nottinghamshire
Oxfordshire
Suffolk
Surrey
Warwickshire
West Sussex
Worcestershire

5.6 Human resources
Referred to throughout section 8
Buckinghamshire
East Sussex
Essex
Hampshire
Kent
Oxfordshire
Surrey
Wiltshire
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5.7 Fire & rescue – family group
Family Group comparison data is produced from the Department for Communities and
Local Government: Fire Statistics Monitor: England April 2016 to March 2017 and the
CIPFA Fire and Rescue Service Statistics 2015.
The Family Group is a group of Fire and Rescue Services defined by the Department for
Communities and Local Government (DCLG) for comparison purposes, here Hertfordshire
is compared to the 18 other English Fire and Rescue Services in Family Group 4 (FG4)
Referred to throughout section 4
Avon
Cheshire
Cleveland
Derbyshire
Essex
Hampshire
Hertfordshire
Humberside
Hereford & Worcester
Kent
Lancashire
Leicestershire
Lincolnshire
Northern Ireland
Nottinghamshire
Staffordshire
Surrey
South Wales

41

