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Reviewing OSC:

The subject matter of this report deals with the following Council Objectives

People — Supporting our residents to stay safe and well X
Place — A great place to live work and enjoy X
Resources — Enabling a resident —focused and resilient council X


mailto:Jodie.gutteridge@havering.gov.uk

SUMMARY

The Council’s Corporate Plan was formally adopted in April 2024. A review of the metrics took place towards the end
of the financial year and the updated corporate plan was agreed and formally adopted at cabinet in April 2025.

The Corporate Plan continues to be made up of the three Strategic Director Service plans and describes how we will
deliver the vision under the following three themes:

- Supporting our residents to stay safe and well
- Agreat place to live work and enjoy
- Enabling a resident-focussed and resilient council

Under each theme sit a number of outcomes and key deliverables associated to the Key Performance Indicators (KPls)
that were agreed to be the most appropriate for measuring progress. These KPIs have been brought together into a
Corporate Plan Performance Report, which provides an overview of the Council’s performance. The report is presented
in PowerBl and highlights good performance and potential areas for improvement.

The Overall KPI status page identifies where the Council is performing well ( ) and not so well ( and Red).
KPIs which are narrative only, or for which it is not appropriate to set a target, are shown in Blue. RAG ratings for
2025/26 are as follows:

e Red =Below target

. = Below target but within target tolerance

. = On or above target

Also included in the Power-BI report are Direction of Travel (long-term and short-term), which compares:

e Short-term performance — with the previous quarter (Quarter 4 2024/25)
e Long-term performance — with the same time the previous year (Quarter 1 2024/25, where available)

Please note the green arrow shows if (/") higher performance is better or (V) lower performance is better.

RECOMMENDATIONS

Members are asked to consider all indicators (especially the red indicators highlighted within the body of this report)
and note the levels of performance set out in the power-bi report.



REPORT DETAIL

Quarter 1 2025/26 RAG Summary

OVERALL SCORECARD N o

KEY PERFORMANCE NDCATORS BY THEME

Click here to

PEOPLE PLACE RESOURCES
SUPPORTING OUR RESIDENTS TO STAY SAFE AND WELL A GREAT PLACE TO LIVE, WORK AND ENJOY ENABLING A RESIDENT FOCUSED AND RESILIENT COUNCIL
28 || 7 21 4| 10 37 | 21
Quantitative KPlIs Narrative Only Quantitative KPIs Narrative Only Quantitative KPIs Narrative Only
Green KPls Amber KPls Green KPls Amber KPls Green KPls Amber KPls
Target Not Applicable Red KPIs Target Not Applicable Red KPlIs Target Not Applicable Red KPls

1. Asatthe end of Q1 2025/26, 124 Corporate Performance Indicators have been measured.

2. Of these, 57 are either narrative only (38) or are KPIS for which a target is not applicable (19).
The remaining 67 have been given a RAG status outlined below:

a. 31(46.3%) have a RAG status of
b. 11 (16.4%) have a RAG status of
c. 25(37.3%) have a RAG status of Red.

e Of these, 13 (52%) are annual indicators.

e 4 of these are Indicators which are for ‘Percentage of staff achieving performing well or better’ in
their PDRs, broken down by Directorate (People, Place, Resources and Communication &
Engagement), which the system is unable to collect at this time.

3. Afull breakdown of the report is available in Power Bl and can be viewed using this link.

4. Asrequested at Scrutiny on 22" October 2024, we have continued to provide a screenshot of each of the
Red RAG rated indicators, below, for cabinet’s information. Please note that annual indicators have been
separated out. Please be aware that not all the commentary can be included in the screen shots provided
within the report, so in order to read the full performance narrative, please do visit the Power-bi report
using the link above.

5. We have continued to provide additional commentary within the body of this report on those red RAG rated
indicators, highlighting why the indicator is red and plans on how to improve performance, as previously
requested.


https://www.haveringdata.net/corporate-performance/

Theme Key indicator Current Data Type Polal Current Current

" RAG Performance Target
People Number of households with children in B&B over the statutory 6 weeks (hotels) Red Number Lower is better 17.0 10.0
People Number of people supported into work via the governments "Connect to work' programme Red Number Higher is better 0.0 3.0
People Number of properties acquired through Property Purchasing Scheme Established QLM Red Number Higher is better 5.0 6.0
People Percentage of children in care placed within 20 miles of where they used to live Red Percentage  Higher is better 71.0 85.0
People Percentage of children receiving a 2-2.5 year development check Red Percentage  Higher is better 81.2 95.0
People Percentage of people over the age of 65 who have been diagnosed with dementia in each counting year (April to March) Red Percentage Higher is better 55.4 67.0
Places Number of publicly accessible EV charging peints (Installed) Red Number Higher is better 61.0 117.0
Places Percentage of residents using sustainable modes of transport (cycling, walking, public transport) Red Percentage  Higher is better 48.0 50.0
Places Replace CCTV Cameras with digital replacement by the end of March 2026 Red Number Higher is better 0.0 95.0
Places The number of under-age sales operations Red Number Higher is better 1.0 25
Resources Improved satisfaction score as we roll out improvements that are aligned with the Customer Services Strategy Red Number Higher is better 47.0 57.0
Resources LXP Framework - Ensuring at least 80% participation in the Corporate Mandatory training programs Red Percentage  Higher is better 235 90.0
Resources Percentage of PDR's Completed (People) Red Percentage Higher is better 75.0 90.0
Resources Percentage of PDR's Completed (Place) Red Percentage  Higher is better 87.0 90.0
Resources Percentage of PDR's Completed (Resources) Red Percentage  Higher is better 88.0 90.0
Resources Percentage of staff achieving ‘Performing well or better (Communication and Engagement) Red Percentage  Higher is better 80.0
Resources Percentage of staff achieving ‘Performing well or better (People) Red Percentage Higher is better 80.0
Resources Percentage of staff achieving ‘Performing well or better (Place) Red Percentage  Higher is better 80.0
Resources Percentage of staff achieving ‘Performing well or better (Resources) Red Percentage  Higher is better 80.0
Resources The amount of Apprenticeship Levy spent (£) Red Money Higher is better 153,221.9 1222801.0
Resources The average call abandoned rate for our Customer Contact Centre (%) Vs the number of calls received Red Percentage Lower is better 17.0 10.0
Resources The average call waiting time for our Customer Contact Centre (seconds) Red Number Lower is better 466.0 210.0
Resources The percentage of information requests closed within target - EIR Red Percentage  Higher is better 73.0 90.0
Resources The percentage of information requests closed within target - FOI Red Percentage  Higher is better 67.0 90.0
Resources The percentage of information requests closed within target - SAR's Red Percentage  Higher is better 71.0 90.0

We will work with homeless individuals and families to improve their housing TI;'HE“EOPLE ﬁ“j Haverl nq ﬁ e

outcomes

LONDON BOROUGH

Key indicator

Number of households with children in B&B over the statutory 6 weeks (hotels) v
Performance Trend (Number) [#][Ghmrbzead B! Mouse over for Methodology...
1 7 O 1iu How We Compare -
" Latest Published Data
Current Performance Value 2025/26 - Q1

@ Actual 17.00
® Target 10.00

9.0

]
=
]
=
Year End Target
Direction of Travel (Short-Term)
N/A 0
Direction of Travel (Long-Term)
N/A 2025/26 - Q1 2025/26 - Q2 2025/26 - Q3 2025/26 - Q4
Quarter
Theme
People -
2 Performance Narrative:
X At the end of Q1 2025/26, we have significantly reduced the number of households with children in Bed and Breakfasts over six weeks from 69 to just
Service under 20. This number is now representative of the remaining number of households who are awaiting a move on into longer term accommodation.
Living Well This number is dynamic so does fluctuate due to supply chain issues. However we anticipate it reducing further over the next quarter.

Link to Published Data:
Internal only

Although we have reduced the number of households with children in Bed and breakfasts over 6 weeks from 69
down to 17, we were still underperforming against the 9 target that we set ourselves at the end of Q1. This was due
to supply chain issues which means that this number may fluctuate over the year, however having looked at the data
in the middle of August we are down to 2 households with children in B&B over the statutory 6 weeks, so should
achieve the target for Q2 reporting.



We will use our data to better identify the most vulnerable residents living in L

PEOPLE

our borough, targeting services to better meet their needs and reduce unfair

Key indicator

s¢Havering gy o

Number of people supported into work via the governments 'Connect to work' programme: v

0.0

Current Performance Value

95.0

Year End Target
Direction of Travel (Short-Term)
N/A
Direction of Travel (Long-Term)
N/A

Theme
People

Service
Living Well

Link to Published Data:
N/A

Performance Trend (Number) Higher is berter T Mouse over for Methadology...

Value

Not Benchmarked
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-
202526 - 01 2025/26 - Q2 2025/26 - Q3

2025/26 - Q4

Quarter

Performance Narrative: 2llof={ig]~
We will need to recruit employment specialists as the programme grows, in the interim we are running a Trailblazer programme which is piloting new
ways of working that could be implemented under CtW, these include Vocational profiling, working out of Health centres, working with social
prescribers and other health professionals to secure referrals.

As at the end of Q1, there has been a delay in getting the programme up and running. The programme was due to start at the beginning of June, but

has been pushed back until after the summer. The targets identified is the sum over each quarter as agreed with Local London, these are not l
cumulative figures.

The programme was due to start in June 2025, but there has been a delay in getting the programme up and running,
meaning that this will now not start until after the summer. Once it is launched there is a delivery plan which will
cover the activities to be undertaken in order to support residents. In the meantime we are running an interim
‘“Trailblazer’ piloting new ways of working that could be implemented this should help us see some improvement in
performance.

We will work with homeless individuals and families to improve their housing ™™ M :

outcomes PEOPLE %‘j aVe " n q phe
Key indicator
Number of properties acquired through Property Purchasing Scheme Established QLM ~

Performance Trend (Number)

Higher is better B Mouse over for Methodology...

5.0

Current Performance Value

150.0

150

]
2 100
>
Year End Target Not Benchmarked
Direction of Travel (Short-Term) 50
Improving
Direction of Travel (Long-Term) . 1.0 — o0
N/A 2024125 - Q3 2024125 -Q4 2025/26 - Q1 2025126 - Q2 2025/26 - Q4
Quarter
Theme
People .
- Performance Narrative:
) Urban Impact have advised they would look to achieve the 150 units by March 2026 however delays in conveyancing as well as a subdued market has
Service meant that this delivery has slowed. We have so far received 2 properties with both occupied however, there are 12 properties sitting in the
Living Well conveyancing process.

Link to Published Data:
(Blank)

Although this is showing as a red indicator, this is because we have set ourselves a 150 unit target by the end of Q4
2025/26. We were only slightly behind the Q1 target of 6 and have a further 12 already sitting in the conveyancing
process for Q2.



We will offer inclusive services that raise aspirations and meet the needs of our

Theme: ™ .
growing population of children, families and young adults, including those in PEOPLE A Have_rlnq ﬁ HOME

Key indicator

Percentage of children in care placed within 20 miles of where they used to live %

71.0

Current Performance Value

85.0

Year End Target
Direction of Travel (Short-Term)
Worsening
Direction of Travel (Long-Term)
Worsening

Theme
People

Service
Starting Well

Link to Published Data:
N/A

Performance Trend (Percentage) tiigher is batter | Mouse over fn;anw -
£ Q=]

How We Compare -
Latest Published Data

5-04 2025726 - Q1 2025126 - Q2 2025i26 - Q3 2025i26 - Q4
Quarter

Performance Narrative:

At the end of Q1 71% of those children in care were placed within 20 miles of where they used to live. Our performance has declined when we
compare ourselves to last quarter (72%) and at the same point last year (75%), we are also below the target (85%) set for this year. Since Q3 2024/25
(December 2024) we have seen movement of children in care with complex needs due to regularly reviewing all children in permanency planning
meetings to ensure we are exploring all options for permanency available to ensure their needs are met and are safeguarded. While we remain
committed to placing children as close to home as possible, our approach must be balanced and child-centred. Placement decisions are made in the
best interests of the child, with stability and progress as key considerations.

As the chart shows, the performance has slowly been declining over the last year. We started to see some
movement of children in care with complex needs from December 2024, which has affected our performance. We
are committed to placing children as close to home as possible, as our approach is based on the interest of the child
with stability and progress as key considerations.

We will deliver and embed our integrated Starting Well Plan: Happy. Healthy L=

Lives

Key indicator

PEOPLE

Percentage of children receiving a 2-2.5 year development check v

81.2

Current Performance Value

95.0

Year End Target
Direction of Travel (Short-Term)
Improving
Direction of Travel (Long-Term)
Improving

Theme
People

Service
Public Health

Link to Published Data:
https://fingertips.phe.org.uk/c. ..

Performance Trend (Percentage) Higheris better T Mouse over for Methodology...
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Performance Narrative: Zlel== -]

NELF I continues to review and enhance their 2—2.5-year development review processes. Some U~19 staft have adjusted their hours under the fiexible
working policy, enabling more appointments outside the standard 9-5 schedule. From September 2025, NELFT will be opening a new clinic in Beam
Park to help address non-attendance in the south of the borough. In addition, appointments for 2-2.5 year reviews can now be booked and changed
via an Al virtual agent called 'Harper'. This tool allows parents to easily book and move appointments up until the day of the appointment. Usage
insight from 'Harper' tool has shown higher levels of activity in the evenings and weekends. Public Health facilitated a meeting between NELFT and
LBH's comms team to explore opportunities to promote the NELFT offer, particularly the importance of 2-2.5 years reviews in relation to school
readiness.

As you can see from the chart we have seen an improvement in performance when compared to last quarter, this is
due to the fact that NELFT are continuing to review and enhance their 2-2.5 year development process including
some staff adjusting their hours under the flexible working policy to allow more appointments outside the standard
9-5 schedule, and the introduction of the online booking and changing/cancelling Al system (Harper). A new clinic
will also be opening in Beam Park to address the non-attendance in the south of the borough. We hope this

improvement trend continues.



We will improve infrastructure in the borough and lobby for the investment U=

needed to deliver it PLACES ﬁ:" Hmahyeﬂl'l[]q ﬁ HOME

Key indicator

Number of publicly accessible EV charging points (Installed) ~

61.0 ~

Current Performance Value

148.0

Performance Trend (Number) (Charging points) [2][ GilpellsonéZ | Mouse over for Methodology...

150

o
3 100
>
Year End Target Not Benchmarked
610 61.0
Direction of Travel (Short-Term) 50
350
No Change
Direction of Travel (Long-Term) . 0.0 0.0
No Change 2024125 - Q1 2024125 - Q2 2024/25 - Q3 2024125 - Q4 2025/26 - Q1 2025/26 - Q2 2025/26 - Q4
Quarter
Theme
Places .
Performance Narrative:
s X Electric Vehicle Charging Points have been installed in 10 Council car parks. The Charging Points are now fully operational in 8 of these car parks with
ervice

the remaining two sites expected to be completed in the next few weeks. Civils works have taken place at 11 on street sites that will see a total of 48
EV charging Points installed. These charging points are expected to be fully operational by the end of September. Consultation is expected to take place
over the summer on potential further locations for on street charging points with budget expected to be available for a further two sites which will
most likely mean a further 8 EV charging Points being installed, bringing the total number of on street charging points to 56.

Planning and Public Protect...

Link to Published Data:
Not yet available

Although this is showing as a Red indicator, this target it to be hit by the end of the project (November 2025). We
have already installed 61 charging points, across 10 Council car parks, 8 of these are now fully operational with the
remaining 2 sites expected to be commissioned by the end of August. There are a further 48 charging points that are
currently being installed in on street locations across the borough which should be operational by the end of
September. Public consultations are expected over the autumn on potential further locations for on street charging
points, hopefully for a further 8 points being installed later in the autumn bringing this up to 117.

We will continue to improve the safety of our borough

¥ Haverin

Key indicator

Replace CCTV Cameras with digital replacement by the end of March 2026 v

0.0 -

Current Performance Value

95.0

Year End Target

Performance Trend (Number) () Higher is bener T Mouse over for Methodology...

Value

Direction of Travel (Short-Term)
N/A

Direction of Travel (Long-Term)
N/A

Quarter

Theme
HEEE Performance Narrative: 2|[0] =[]+

In Q1 2025, ITS carried out a scoping and surveying exercise for Romford Town Centre. In Q2 - ITS will be rolling out and completing 40 new fibre
connections in Romford and other Town Centres. Q2 will also see the start of the digital survey by Openview and the start of new digital cameras
replacing analogue ones. Q3 of 2025 should see the completion of the Romford Town Centre digital camera upgrade and the start of the digital
upgrade of the other town centre cameras (up to 95 cameras across all town centres).

Service
Planning and Public Protect...

Link to Published Data:

(Blank) Approximate future timescales:

Bramfnard - Duhlic Snara HN Camara Haorads — Camnlatinn — and Oetnhar 7076

Replacing CCTV cameras with digital replacements is part of a wider project which involves moving the CCTV team
out of Mercury house and into their new control room. The delay in the move has had a knock on effect meaning we
didn’t install any digital CCTV replacements in Q1. However, we used this time to scope and survey Romford Town
Centre and installing the required infrastructure across the whole borough to prepare for the installs. We have now
set quarterly targets in order to hit out annual target of 95 CCTV replacements by the end of March 2026, and now
that the infrastructure is in place we envision rolling out and completing 40 new fibre connections in Q2, which is
above the 30 target set for next quarter.



We will continue to improve the safety of our borough '7\‘:?»' Have” nq ﬁ HOME

Key indicator

The number of under-age sales operations

(o) =)
Performance Trend (Number) (Visits made) Higher is beer & Mouse over for Methodology...

1.0 o )

Current Performance Value

2 50
10.0 ;.
>
Year End Target Not Benchmarked
3.0

Direction of Travel (Short-Term)

Worsening
Direction of Travel (Long-Term) . 10 10

Worsening 2024/25 - Q1 2024125 - Q2 2024/25 - Q3 2024/25 - Q4 2025/26 - Q1 2025/26 - Q2

Quarter

Theme

Places .

Performance Narrative:

s . Due to a lack of child volunteers and staff availability only 1 under-age sales operation taok place in Q1 2025/26.

ervice

Planning and Public Protect...

Link to Published Data:
Internal only

Although this indicator is showing as Red, this is because we have set a year-end target of 10. However we did miss
the 2.5 Q1 target we set ourselves to, this would have been within the target tolerance. As you can see from the
chart last year, performance improves over the year and we envision we will meet our target at the end of Q4.

We will identify and focus on the resources and skills needed for the future,
including by “growing our own”

Theme:
RESOURCES

Key indicator

LXP Framework - Ensuring at least 80% participation in the Corporate Mandatory training programs

— O )

Performance Trend (Percentage) Higher is better T Mouse over for Methodology...

235 '

Current Performance Value

80 O E
S
. ©
Year End Target = Not Benchmarked
Direction of Travel (Short-Term) 40
N/A
. 235
Direction of Travel (Long-Term) 2 °
N/A 202526 - @1
Quarter
Theme
fesoune Performance Narrative:
) Corporate Mandatory training was reviewed and signed off in April 2025. The Mandatory training compliance figures are included in the overall
Service workforce data dashboard and Directorates should have individual workforce plans ta improve compliance numbers. Workforce data outcomes are
HR&OD now included in the Directors Service plans (Plan on a page).

Link to Published Data:
(Blank)

The mandatory training compliance figures are included in the workforce dashboard which is provided to all
Directorates. 80% is the year-end target so there is enough time for officers to complete their mandatory training.



Theme:

We will identify and focus on the resources and skills needed for the future, RESOURCES .a:‘? Ha\/e" n q ﬁ HOME

including by “growing our own”

Key indicator

The amount of Apprenticeship Levy spent (£) v

153.2K

Current Performance Value

Performance Trend (Money) (£) Higher is better | Mouse over for Methodology...

1.0M
1.2M
S
- <
Year End Target = 05M oo Not Benchmarked
0.5M 0.4M
Direction of Travel (Short-Term) oJR
Worsening
Direction of Travel (Long-Term) om 02m
Worsening ' 2024125 - Q1 2024125 - Q2 2024125 - Q3 2024/25-Q4 2025/26 - Q1
Quarter
Theme
Resources .
Performance Narrative: BREEEE
) At the end of Q1 2025/26, the amount of Apprenticeship Levy spent was £153,221.89.
Service
HR&OD Despite changes to level 7 funding we are still mananging to utilise the levy effectively. We have grown our expenditure and are reducing our returned
levy funding. This is through a combination of organisational awareness for learning and development combined with funding support for local
Link to Published Data: businesses and residents who do not qualify for levy funding themselves.
Internal only

As at the end of June 2025, we had spent £153,221.89 since April 2025. We will continue to optimise the
apprenticeship levy spend, encouraging Havering to support apprenticeships and invest in employee training and
development. We will continue to utilise these funds to address skill gaps, improve workforce productivity and
optimise growing our own skilled and adaptable workforce for the future.

We will improve customer satisfaction levels by modernising the way we work ™™ .
‘ ’ . Y RESOURCES Havering ﬁ HOME
Key indicator
The average call abandoned rate for our Customer Contact Centre (%) Vs the number of calls received %
I

Performance Trend (Percentage) Lowerisbewer . Mouse over for Methodology...

17.0 .

Current Performance Value

10.0 :
3
. E
Year End Target 10 Not Benchmarked
Direction of Travel (Short-Term)
Worsening
Direction of Travel (Long-Term) N P . e . U
201920 2020121 2024/25 2024725 2024/25 202526 202526 202526 202526
Worsening -4 o4 -2 .03 -Q4 -@1 -Q2 -Q3 -Q4
Quarter
Theme
Resources " A1
Performance Narrative: £|[0]
) At the end of Q1 the average call abandoned rate for our customer Contact Centre verses the number of calls received was 16.97%. This is a decline in
Service performance when compared to last quarter (8.71%) and at the same time last year (9.25%). Our Q1 results have been effected by intitial seasonal
Customer Services demand and reduction in resources owing to unexpected staff absence through sickness (which is being managed effectively) and high attrition rates
with staff leaving in Januuary and April. We have since had notification of two more staff leaving at the beginning of July, which will negatively impact
Link to Published Data: ©on Q2 too, whilst replacements found.

Internal only



We will improve customer satisfaction levels by modermising the way we work

Theme: " .
RESOURCES seHavering gy row
Key indicator

The average call waiting time for our Customer Contact Centre (seconds)

Performance Trend (Number) (Wait time in seconds) Lowerisberter J  Mouse over for Methodology...

466.0 -

Current Performance Value

1 0 0 -
2 3
. EE
Year End Target Not Benchmarked

Direction of Travel (Short-Term) 2140

Worsening w0

" 187.0
Direction of Travel (Long-Term) S0 00 031 0EaEE 0aAd MaAe A0mass . R .
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Quarter

Theme

Resources . BIaI=er=1

Performance Narrative: [Zllol=l]-]
R At the end of Q1 the average call wait time for our customer Contact Centre was 466 second. This is a decline in performance when compared to last

Service quarter {210 second) and at the same time last year (224 seconds). Our Q1 results have been effected by intitial seasonal demand and reduction in

Customer Services resources owing to unexpected staff absence through sickness (which is being managed effectively) and high attrition rates with staff leaving in

Januuary and April. We have since had notification of two more staff leaving at the beginning of July, which will negatively impact on Q2 too, whilst

Link to Published Data: replacements found.

Internal only

We have experienced unusually high wit times and abandon calls to the contact centre in the past months. This is
due to a number of compounding factors, including the three long term absences, and high attrition rates this year.

We are managing these staffing issue and also looking at ways to safeguard the service further. For example:

As part of our review into call centre technology, we are undertaking a trial of an Al Bot to act as an advance IVR
(Interactive Voice Response). The trial will only be open to council offers and members to test how well their request
is handled without the need to transfer to a contact centre operative. Bradford Council implemented this solution
last year and saw a reduction of 45% of calls needing to go to a human. We will feedback on the success of the trial
and future steps when after the trial finishes at the end of September.

Annual Indicators

We will recognise and reward staft providing excellent customer service

(external or internal), driving a continuous improvement culture RESOURCES

Key indicator

Improved satisfaction score as we roll out improvements that are aligned with the Customer Services Strategy %

Performance Trend (Number) [2][ Glimllse® |  Mouse over for Methodology...

47.0 .

Current Performance Value
55

2024/25 - Q4
. @ Actual 47.00
Year End Target Not Benchmarked
50

Value

Direction of Travel (Short-Term)

N/A
470
L

Direction of Travel (Long-Term)

N/A 2024/25 - Q4 2025/26 - Q4

Quarter
Theme

Resources

Performance Narrative:

3 X The Improved Customer Satisfaction (ICS) score for customer services at the end of Q4 2024/25 was 47.
ervice

IT, Digital and Customer Ser...  The next ICS statisfaction survey is planned for February 2026, with results anticipated to be published by the end of 2025/26.

Link to Published Data:
(Blank)

The Improved Customer Satisfaction (ICS) score was completed at the end of Q4 2024/25. We used this result to set
the target for this year. We are envisioning to complete the next survey in February 2026 so we can provide our
updated ICS score by the end of the financial year.



Theme:

We will recognise and reward staff providing excellent customer service
(external or internal), driving a continuous improvement culture RESOURCES

srHavering i o

Key indicator

Percentage of PDR's Completed (People) ~

75.0

Current Performance Value

100.0 ;- :

Performance Trend (Percentage) Higher is botter Mouse over for Methodology...

@
3
Kl
Year End Target - Not Benchmarked
Direction of Travel (Short-Term)
N/A B0
Direction of Travel (Long-Term) 780
N/A 2024/25 - Q4
Quarter
Theme
Reemez Performance Narrative:
. It is acknowledged there is variability across People, with Ageing Well achieving 92% of completed PDR’s, Living Well, 70% and Starting Well 73%
Service completed for 2024/25, and lower percentages for setting objectives for 2025/26 . Completion of PDR’s and objectives is a priority for the People
HR&OD Directorate and is discussed at our quarterly Workforce Board. The Directors are disappointed that completion rates remain lower than we would like,

and continue to follow up directly with their managers until a completion rate above 90% is achieved, with our aspiration being 100%.
Link to Published Data:
Internal only

There is variability across People, with Ageing Well achieving 92% of completed PDR’s, Living Well, 70% and Starting
Well 73% completed for 2024/25. Completion of PDR’s and objectives is a priority for the People Directorate and is
discussed at our quarterly Workforce Board. The Directors are disappointed that completion rates remain lower
than we would like, and continue to follow up directly with their managers until a completion rate above 90% is
achieved, with our aspiration being 100%.

We will recognise and reward staff providing excellent customer service — L) H
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(external or internal), driving a continuous improvement culture RESOURCES bad Have”nq

Key indicator

Percentage of PDR's Completed (Place) v

Performance Trend (Percentage) Higher is berer T Mouse over for Methodology...

87.0 - ’

Current Performance Value

100.0

o
3
I}
Year End Target =
Direction of Travel (Short-Term) 90
N/A
87.0
Direction of Travel (Long-Term)
NA 2024125 - Q4
Quarter
Theme
R . R R
esources Performance Narrative: 2|[o][=]=][-
¥lace ngure Of 8/% Can be broken down rurtner to
Service - Environment 100%,
HR&OD - Housing and Property 85%; and

- Planning and Public Protection 84%.

Link to Published Data

(Blank) Managers in Housing and Property and Planning and Public Protection are focussed on achieving the 100% mark with Environment. The completion of

PDRs (and mandatory training) are discussed at managers meetings across Place and the Directors regularly review overall performance with their HR

Although 100% of Environment completed their PDRs, overall Place performance was bought down by the 85%
Housing and Property and 84% Planning and public protection. Managers in both of these areas are focused on
achieving 100% this year. Completion of PDRs are discussed regularly at managers meetings and Directors regularly
review their overall performance with the help of their HR business partner.



We will recognise and reward staff providing excellent customer service

Theme:
RESOQURCES

f¢Havering g o«

(external or internal), driving a continuous improvement culture

Key indicator

Percentage of PDR's Completed (Resources) v

88.0

Current Performance Value

100.0

Year End Target
Direction of Travel (Short-Term)
N/A
Direction of Travel (Long-Term)
N/A

Theme
Resources

Service
HR&OD

Link to Published Data:
(Blank)

Performance Trend (Percentage)

100 -

Higher is better T Mouse over for Methodology.

Value

88.0
2024/25 - Q4

Quarter

Performance Narrative:

The leadership team in Resources are committed to achieving 100% of team members having an up-to-date appraisal, to focus on delivery of
objectives and outcomes throughout the year. The importance of appraisals and mandatory training is discussed with managers during 1 to 1 meetings
and performance is reviewed regularly during team meetings. These conversations will continue until Resources achieves a 100% completion rate.

Resources performance is made up of 8 areas. Although Strategic HR&OD and Finance completed 100% performance
was reduced by the other 6 areas (Pubic Health (94%) Customer Services Transformation & IT (92%) Partnership
Impact and Delivery (85%) Exchequer and Transactional Services (78%) Technology & Innovation (71%) and Legal &

Governance (47%)).

The leadership team are committed to achieving 100% PDR’s, to focus on delivery of objectives and outcomes
throughout the year. Conversations will continue with managers until Resources achieve a 100% completion rate.

We will recognise and reward staff providing excellent customer service

RESOURCES

‘We will recognise and reward staff providing excellent customer service

RESOURCES s¢#Havering ﬁ owe

seHavering i w

(external or internal), driving a continucus improvement culture
Key mdicator

Percantage of staff achieving Pardorming well or better (Communication and Engagement)

(external or intemal), driving a continuous improvement culture

Performance Trend (Percentage)

(Blank)

Current Parfarmance

80.0 .

Year End Targel
Direction of Travel (Short-Tarm)

Directin of Travel (Long-Term)
NA w51
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Theme
Resources

Performance Narrative:
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(Blank)
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Direction of Travel {Long-Term)
A .
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Link to Published Data
(Biank)

‘We will recognise and reward staff providing excellent customer service
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(Blank)
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Link to Published Data.
(Biank)

Link lo Published Data
(Blark)

The four indicators that relate to the percentage of staff achieving ‘performing well or better’ in their PDRs are all
Red RAG rated. This is because we have recently moved over to the new LXP system to record the PDR’s on and as a
continuous improvement of the system a calibration element to report performance grading for 2025/26 is being

designed.



We will use our data to better identify the most vulnerable residents living in e o F
. ; ify . < PEOPLE L Ha\/e[lnq HOME
our borough, targeting services to better meet their needs and reduce unfair R e =
Key indicator
Percentage of people over the age of 65 who have been diagnosed with dementia in each counting year (April to March) e

55.4

Current Performance Value

67.0

Year End Target
Direction of Travel (Short-Term)
NIA
Direction of Travel (Long-Term)
Improving

Theme
People

Service
Public Health

Link to Published Data:

https:/fingertips.phe.org.ukls...

Performance Trend (Percentage) Highor is bottor B Mouse over for Methodology...
¢ How We Compare -
. Latest Published Data
67K gaK
6K 55K

Value
=

R

oK

202122 -Q3 2022123 - Q3

Quarter

202324 - Q3

Performance Narrative:

The percentage of people over the age of 65 who have been diagnosed with dementia in each year is at 55.4%. Although this is better than the
previous year (52.8) we are still under performing when compared to London (67%) and England (64.8%)

The Adults delivery board and Ageing well group have put dementia and care as a priority and are working with GP's and NHS trust to improve the
dementia diagnosis in Havering.

The adult delivery board and Ageing well group have put dementia and care as a priority and are working with GPs
and NHS trust to improve the dementia diagnosis in Havering. This will help us with our performance and achieving
the 67% end of year performance.

We will improve infrastructure in the borough and lobby for the investment

needed to deliver it

Theme

PLACES

Key indicator

¢ Havering ﬁ HOWE

Percentage of residents using sustainable modes of transport (cycling, walking, public transport) ~

48.0

Current Performance Value

50.0

Year End Target
Direction of Travel (Short-Term)
No Change

Direction of Travel (Long-Term)
N/A

Theme
Places

Service

Planning and Public Protect...

Link to Published Data:
hitps:/iwww.healthystreetssco. .

Performance Trend (Percentage) tigher is beter T Mouse over for Methodology...
50 - - .
How We Compare -
- Latest Published Data
48 s =0 45.0
g a0 370
= 46
2 5
20
"
430
42 o
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2019720 - Q4 2021/22 - Q4 2024/25-Q4 202526 -1 Q4
Quarter

Performance Narrative:

The Council has an Local Implementation Plan (LIP) programme in which schemes and projects are delivered that support sustainable transport
including better walking and cycling links, improving bus journey times and encouraging pupils and staff to travel to and from school by foot, bike or
public transport. A Three Year LIP Delivery Plan has been prepared setting out the proposed programmes for 2025/26, 2026/27 and 2027/28 financial
year. The Council was allocated £1.7m to deliver schemes including measures that support sustainable and active travel during 2025/26. A full Busines
Case has recently been submitted to the Thames Freeport for funding through the Freeport's Active Travel Fund to deliver a new cycle route along
Marsh Way and into the Riverside BID area,

Although we are showing as red, we are only 2 percentage points below the 50% target. An Active travel strategy has
been drafted which is earmarked to go live in October following Cabinet approval and a Local implementation Plan
(LIP) programme both of which support sustainable transport including better walking and cycling, which is
envisioned will improve performance.



We will improve customer satisfaction levels by modernising the way we work ™™
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Key indicator

The percentage of information requests closed within target - EIR

730 -

Performance Trend (Percentage) tigherisbensr § Mouse over for Methodology...

Current Performance Value 87.0
95.0
o
. i‘ 730
Year End Target s Not Benchmarked
Direction of Travel (Short-Term)
N/A oo
534
Direction of Travel (Long-Term)
Improving 2019720 - Q4 2022123 - Q4 202324 - Q4 2024125 - Q4 2025726 - Q4
Quarter
Theme
ST Performance Narrative: RREGEE
. As at the end of the year, we closed 73% of all FOI / EIR requests within target.
Service
Public Health Going forward, the focus will be on enhancing compliance rates and ensuring a more efficient and transparent process for handling information
requests. Key actions include:
Link to Published Data: = Implementation of an FOI/EIR Disclosure Log — publishing FOI/EIR requests/responses

Internal only *  Regular performance reviews to identify bottlenecks and areas for improvement.

Although we have seen an improvement in performance from 2023/24 to 2024/25 the performance levels indicate
more work is needed.

Going forward, by addressing the key areas of underperformance, we can enhance our compliance rates and ensure
a more efficient and transparent process for handling requests. Conducting regular reviews and audits of EIR’s will
help identify discrepancies and areas for improvement in order to make the necessary adjustments to the process,
ensuring we meet our compliance goals efficiently and effectively.

We will improve customer satisfaction levels by modernising the way we work

Theme:
RESOURCES

Key indicator

The percentage of information requests closed within target - FOI %

67.0

Current Performance Value

Performance Trend (Percentage) Higher s better T Mouse over for Methodology...

81.0
9 5 O :
o
=]
. K]
>
Year End Target 670 Not Benchmarked
Direction of Travel (Short-Term) 67.0
N/A 60
59.4
Direction of Travel (Long-Term)
Worsening 2019/20 - Q4 2022/23 - Q4 2023/24 - Q4 2024/25 - Q4 2025/26 - Q4
Quarter
Theme
Resources .
Performance Narrative: =]~
X As at the end of the year, we closed 67% of all FOI / EIR requests within target.
Service
Public Health Going forward, the focus will be on enhancing compliance rates and ensuring a more efficient and transparent process for handling information
requests. Key actions include:
Link to Published Data: + Implementation of an FOI/EIR Disclosure Log — publishing FOI/EIR requests/responses
Internal only ®  Regular performance reviews to identify bottlenecks and areas for improvement

Artinnahlna fonmrasinmnnt nlans hacad an thacn - r ferbiidins nrncane Al istenants and racasirea Allacatian

We have not seen any change in-performance from 2023/24.t6 2024/25 and the current performance levels indicate
more work is needed.

Going forward, by addressing the key areas of underperformance, we can enhance our compliance rates and ensure
a more efficient and transparent process for handling requests. Conducting regular reviews and audits of FOI’s will
help identify discrepancies and areas for improvement in order to make the necessary adjustments to the process,
ensuring we meet our compliance goals efficiently and effectively.



We will improve customer satisfaction levels by modernising the way we work

;I;SOURCES Verlnq ﬁ HOME

Key indicator

LoNDON BOROU

The percentage of information requests closed within target - SAR's %

71.0

Current Performance Value

100.0

Year End Target
Direction of Travel (Short-Term)
N/A
Direction of Travel (Long-Term)
Worsening

Theme
Resources

Service
Public Health

Link to Published Data:
Internal only

Performance Trend (Percentage) Higher is better T Mouse over for Methodology...

Value

Not Benchmarked

7.0

71.0

70

2019/20- Q4 2022/23-Q4 2023/24 - Q4

Quarter

2024/25-Q4 2025/26 - Q4

Performance Narrative: 2| ol[=]|[e] -

As at the end of quarter 4, we closed 71% of all SAR's within target.

To improve SAR performance of Subject Access Requests (SARs) this includes working to achieve the ICO's expectation of 100% compliance within the
statutory 30 day timeframe, the team will implement reglaur audits to identify delay and progress gaps. These insights will inform targeted
improvements including enhanced training in data protection, streamlined co-ordination with service areas, and a culture of continuous learning and
accountability. This approach ensures timely, lawful and high quality responses to all SAR's.

Although we have seen an improvement in performance from 2023/24 to 2024/25 the performance levels indicate
more work is needed.

Going forward, by addressing the key areas of underperformance, we can enhance our compliance rates and ensure
a more efficient and transparent process for handling requests. Conducting regular reviews and audits of SAR’s will
help identify discrepancies and areas for improvement in order to make the necessary adjustments to the process,
ensuring we meet our compliance goals efficiently and effectively.

REASONS AND OPTIONS

Reasons for the decision: To provide Cabinet Members with an update on the Council’s performance against each
of the strategic goals within the Corporate Plan.

Other options considered: The option of not reporting was quickly dismissed as robust performance management
underpins the Council’s commitment to make informed, evidence-based decisions, and to be open and transparent
with our residents, staff and partners.

IMPLICATIONS AND RISKS

Financial implications and risks:

There are no direct financial implications directly arising from the recommendations in this report.

Adverse performance against some Corporate Performance Indicators may have financial implications for the Council,
particularly where targets are explicitly linked with particular funding streams. Conversely, correcting poor
performance can require reallocation of resources. The funding available to deliver targets is reviewed regularly as

part of the Council’s ongoing MTFS and budget monitoring processes.

Legal implications and risks:

There are no direct legal implications arising from the recommendations in this report. Whilst reporting on
performance is not a statutory requirement, it is considered best practice to review the Council’s progress against the
Corporate Plan Objectives and is an indicator of good governance and efficiency.



Human Resources implications and risks:

There are no major direct HR implications or risks from this report. Any HR issues which occur will be managed in
accordance with the Council’s HR policies and procedures and any change processes that are required will be managed
in accordance with both statutory requirements and the Council’s Organisational Change Policy and Procedure and
associated guidance.

Equalities implications and risks:
The Public Sector Equality Duty (PSED) under section 149 of the Equality Act 2010 requires the Council, when
exercising its functions, to have due regard to:

(i) the need to eliminate discrimination, harassment, victimisation and any other conduct that is prohibited
by or under the Equality Act 2010;

(ii) the need to advance equality of opportunity between persons who share protected characteristics and
those who do not, and;

(iii) foster good relations between those who have protected characteristics and those who do not.

Note: ‘Protected characteristics’ are: age, sex, race, disability, sexual orientation, marriage and civil partnerships,
religion or belief, pregnancy and maternity and gender reassignment.

The Council is committed to all of the above in the provision, procurement and commissioning of its services, and
the employment of its workforce. In addition, the Council is also committed to improving the quality of life and
wellbeing for all Havering residents in respect of socio-economics and health determinants.

Equality impact assessments are systematically carried out for any services, projects or other schemes that have the
potential to impact on communities and / or staff on the grounds of particular protected characteristics or socio-
economic disadvantage.

Equalities assessment is normally required for significant impacts upon ANY of the “protected characteristics”. As
this is a report pulls together the work that is already being completed or due to start, an assessment is not required.

Health and Wellbeing implications and Risks

Under the Health and Social Care Act 2012 the Council is responsible for improving and protecting the health and
wellbeing of local residents. Havering Council is committed to improving the health and wellbeing of all residents.

There are no health and wellbeing implications arising from the proposed decision to approve and publish this
report.

ENVIRONMENTAL AND CLIMATE CHANGE IMPLICATIONS AND RISKS

The Council has committed to taking action towards the organisation and the borough becoming carbon neutral by
2040.

The table below gives the carbon footprint of activities associated with the publication of the corporate performance
indicators:



Activity Carbon footprint

Production of 1kg paper 1lkg CO;

Production of 1 A4 sheet paper 5g CO;

Laser printing 10 pages per minute = 10.27g CO;
One internet search 0.2g CO;
Average website page view 1.8g CO,

Printing a single report to include all 124 corporate performance indicators would have a carbon footprint of
approximately 747.35g CO,. For all nine cabinet members this would equate to just over 6.7kg CO, per quarter, or
26.9kg CO; per year. Printing this 17 page report will equate to 102.459g CO;, per member (approximately 922.131g
CO; for all nine cabinet members)

Publishing the corporate performance indicators on the Council website would have a lower carbon footprint of
approximately 2g CO,. For all nine cabinet members this would equate to 18g CO; per quarter, or 72g CO, per year.

No significant detrimental climate change implications or risks are expected as a direct outcome of this report,
however it is recommended that printing is kept to a minimum to reduce organisational CO, emissions.

BACKGROUND PAPERS

The Corporate Plan 2025-2027 is available to view using the link below:
https://issuu.com/haveringcouncil/docs/6609 vision for havering v9



https://issuu.com/haveringcouncil/docs/6609_vision_for_havering_v9

