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The report sets out Quarter 3 performance for the metrics
identified in the Corporate Plan for each of the three strategic
priorities

- Supporting our residents to stay safe and well

- Agreat place to live work and enjoy

- Enabling a resident-focussed and resilient council

There are no direct financial implications arising from this
report. Itis expected that the delivery of targets will be

achieved within existing resources.

No

The Corporate Performance Report will be brought to Cabinet
at the end of each quarter.

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

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 2 2025/26)
e Long-term performance — with the same time the previous year (Quarter 3 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 3 2025/26 RAG Summary

KEY PERFORMANCE INDICATORS BY THEME

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
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1. Asatthe end of Q3 2025/26, 121 Corporate Performance Indicators have been measured.

2. Ofthe 121 indicators:
38 are narrative only
18 do not have a target (Target is not applicable)
11 are fiscal year annual indicators for which an outturn is not due until end of Q4. Their current
RAG status reflects the position as at their last reporting period (Q4 2024/25).
These 67 indicators will be excluded from the RAG rating summary for this reporting period (Q3 2025/26).

3. This leaves 54 indicators in the Q3 2025/26 RAG Rated summary:
21 (39%) have a RAG status of
12 (22%) have a RAG status of
21 (39%) have a RAG status of Red.

Of the 21 Red RAG rated indicators, 4 will remain red at the end of the Q4 reporting period, as they are
already complete.

3 are annual indicators which were completed in Q1 (end of June 2025) for the previous fiscal year.
These are ‘Percentage of PDRs completed’, broken down by Directorate (People, Place and
Resources).

1is a calendar year annual indicator which was completed in Q3 (end of December 2025). This is
‘Percentage of people over 65 who have been diagnosed with dementia in each counting year’.

4. A full breakdown of the report is available in Power Bl and can be viewed using this link.

5. As requested 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 be aware that not all the commentary can


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

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.

6. There follows additional commentary on the 22 red RAG rated indicators described above, highlighting why
the indicator is red and plans for improving performance.

We will use our data to better identify the most vulnerable residents living in T M H
& HOME
our borough, targeting services to better meet their needs and reduce unfair PEOPLE W Have"n q ﬁ
Key indicator
Number of people supported into work via the governments 'Connect to work’ programme ~

Performance Trend (Number) Higheris better T Mouse over for Methodology...
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Direction of Travel (Long-Term) . 0, 0.0
N/A 202526 - Q1 2025126- Q2 2025026 - Q3 2025126 - Q4
Quarter
Theme
FERLE Performance Narrative:
. The Connect to Work programme actually launched on the 1st of September, this is a sub-regional programme so there is provision across the 9 Local
Service London boroughs. Havering received the first official referral. The target for starts for year one of the programme is 98, this is unchanged from what
Living Well was proposed across a whale year even though because of the delays there are only 6 months to achieve this. Progress is very slow, referrals are
expected to come from health organisations and community partners and channelled through Local London. Partipants are then triaged to to the
Link to Published Data: correct programme of support, we have found that many potential participants have been referred but not subsequently responded to our efforts to
N/A contact them, reasons for this may be an incorrect referral and particpant is not really interested, they are not eligible or incorrect contact information

has been collected, we are not the onlv boroush experiencing this issue and are working with Local London on increasing awareness and

As identified in Q2, the ‘Connect to work’ programme which was due to start in June 2025, did not officially start
until September 2025. The delivery plan, which has been agreed, covers the activities to be undertaken to support
residents, but work now needs to be completed within 6 months to achieve the 98 year-end target. Progress is slow,
through the triage process and then potential participants failing to respond to our efforts to contact them. This is
not a Havering specific issue as other boroughs are experiencing this also and we are working with Local London on
increasing awareness and understanding to increase contact referrals.

The team must undergo an internal restructuring exercise to bring in new posts to increase capacity, this has caused
delays to the programme performance and will continue to have an impact until the exercise is complete.

A recruitment exercise to employ specialists as the programme grows has been completed and one new team
member will start in Q4. Throughout Q4 we will continue to monitor performance.



We will work with homeless individuals and families to improve their housing ™™= W, H

outcomes PEOPLE w H@ygrl.nq ﬁ HOME
Key indicator
Number of properties acquired through Property Purchasing Scheme Established QLM v

Performance Trend (Number) Higneris better T Mouse over for Methodology...
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Theme
eone Performance Narrative:
. Urban Impact have delivered 16 properties of which 3 are still in conveyancing/compliance. 11 occupied (68%). In the pipeline there are another 6
Service properties expecting completion and handover by end of March taking total to 22 altogether. Targets have been adjusted (from 150) to reflect
Living Well challenges Chalkhill are facing to deliver at the scale they expected.

Link to Published Data:
Internal only

At the end of Q3 we have spoken to our provider to increase the pipeline, however Chalkhill are facing challenges to
deliver at the scale we are expecting. Due to this we have adjusted our target from 150 down to 22 and although we
are showing as a red at the end of Q3 there are 6 additional properties expecting completion and handover, on top
of the 16 already delivered, by the end of Q4 hitting our revised target.

We will use our feedback from those receiving support from Social Care and = A
HOME
Housing services to inform ongoing service improvment PEOPLE Haverl n q *
Key indicator
Number of statements received through Mind of our Own v

Performance Trend (Number) Higheric better Mouse over for Methodology...

(Blank) A

Current Performance Value

180.0

Year End Target
Direction of Travel (Short-Term)

N/A
Direction of Travel (Long-Term)
N/A
Quarter
Theme
FeIrE Performance Narrative:
X During Q3 (Oct-Dec), we received 80 Mind of My Own statements against a target of 180, a shortfall of around 56%. The main reason for this was the
Service transition to the new IT system, which required practitioners to adjust to updated workflows and temporarily disrupted routine use of Mind of My
Starting Well Own during visits and reviews. As staff confidence with the new system improves and technical issues stabilise, we expect usage to return to normal
levels. Practice reflections confirm that children and young people still value sharing their views, though they may choose other communication
Link to Published Data: methods at certain points. The Q3 reduction has highlighted where additional support and targeted actions are needed. With system stabilisation,
A focused staff guidance, and renewed prometion across all Starting Well teams, engagement with Mind of My Own is expected to increase in the next
quarter.

Unfortunately, the transition over to a new IT system as part of the councils ‘Big Move’, impacted upon the use of
‘Mind of My Own’, which is reflected in the Q3 figures. This should only be a temporary decline in performance and
we expect to see usage level improve during Q4.



We will offer inclusive services that raise aspirations and meet the needs of our ;:EEOPLE {f Haverl n q ﬁ HOME

growing population of children, families and young adults, including those in

Key indicator

Percentage of children in care placed within 20 miles of where they used to live ~
Performance Trend (Percentage) Higher is verrer T Mouse over for Methodology.
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P Performance Narrative: 2l[el=lel
) At the end of Q3 79.9% of Havering's children in care were placed within 20 miles of where they used to live.
Service
Starting Well Our performance has improved since the Q2 performance of 63% (71%) but remains below the target (85%) set for this year.
p P p 8 y
Link to Published Data: A new sufficiency strategy has been approved setting out our intentions to ensure a wider range of local placements. Regular reviews of all children in|
N/A care with complex needs considers where children live through reviewing alongside regular permanency planning meetings (PPM's). The revised PPM":

are ensuring we are exploring all options for permanency available to ensure children's needs are met and thev are safeguarded. While we remain

As the chart shows, the performance has slowly been declining over time, however we have seen a slight
improvement when compared to Q2. The approval of the Sufficiency Strategy sets out our intentions to ensure a
wider range of local placements, following our commitment 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=

s PEOPLE
Key indicator
Percentage of children receiving a 2-2.5 year development check v
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Theme
g BODIE Performance Narrative:
) NELFT has made positive progress with increasing the proportion of children aged 2-2.5-year reviews receiving a development check. The uptake has
Service increased by 5.8% between Q2 and Q3 to 90.9%. This improvement is likely linked to NELFT's recent introduction of an Al virtual agent to support
Public Health appointment booking. We will continue to work in partnership with NELFT to support angoing improvements and ensure that a greater proportion of

children benefit from this important development check.
Link to Published Data
hitps:/ffingertips.phe.org.uk/c...

Following the identification of the error in reporting from NELFT in Q4 2024/25, NELFT have made positive progress
with increasing the proportion of children aged 2 -2.5 years reviews receiving development checks including the
introduction of an Al virtual agent to support appointment bookings.

As you can see from the chart, we have continued to see an improvement in performance and have increased our
performance by 5.8% between Q2 and Q3 bringing our Q3 figure up to 90.9%. We will continue to work with them to
support ongoing improvements.



We will work with schools and partners to deliver a consistent approach to e 'T\.:i' Haverl nq ﬁ HOME

PEOPLE

inclusion and behaviour management, through targeted interventions

Key indicator

Percentage of Early Help Assessments completed within timescale ~

Performance Trend (Percentage) tigharisbetier §  Mouse over for Methodology...
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Theme
HEE Performance Narrative:
. Performance dipped slightly at the end of Q3. With 84.5% of Early Help Assessment completed in timescale. Delays were largely due to limited family
Service availabilty over the christmas period. Weekly performance meetings have resumed post-holiday, and targeted interventions are underway in all
Starting Well affected service areas.

Link to Published Data:
NIA

We have continued to be above target for this indication, however due to limited family availability over the
Christmas period our performance has declined from 94% in Q2 to 84.5% in Q3. We have resumed our weekly
performance meetings and have implemented targeted interventions in all affected service areas. This should bring
our performance back up to above our target by the end of the year.

We will work with schools and partners to deliver a consistent approach to == W, A
A HOME
inclusion and behaviour management, through targeted interventions PEOPLE Have"n q ﬁ
Key indicator
Percentage of Education, Health and Care Needs Assessments completed within 20 weeks, excluding exceptions v

Performance Trend (Percentage) tigheris better T Mouse over for Methadology...
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Theme

FEILE Performance Narrative:

) Performance has dropped to 0% due to ongoing challenges with EP Capacity. As stated for O2, and for context, there is a requirement for all Education|

Service Health, Care Needs Assessments (EHCNAs) to include an Educational Psychologist (EP) report. There is a national shortage of EPs, meaning that

Starting Well timescales are still adversely affected due to wait times for EP reports. A contract with an agency has helped to partially address this problem, which

saw improved performance in Q1 and Q2 compared to previous quarters, exceeding the short term target of 25% that was informed by EP

Link to Published Data: shortages.This interim contract has now ceased and there have been delays in procurement processes to finalise a longer term contract. Originally this|

https //explore-education-stati had been intended to start in September 2025, then the aim was delayed until December 2025, however further delays mean now the contract is

unlikelv to be in place until April 2026. It is therefore likelv that performance will remain at 0% across Q4.

There is statutory a requirement for all Education Health, Care Needs Assessments (EHCNAs) to include an
Educational Psychologist (EP) report. However, there is a national shortage of EPs at a time when there has been a
huge, sustained and rapid increase in the need for EHCNAs. During Q2, and the months preceding it, the SEND
Service had a contract in place with an agency who can deliver EP advice for EHCNAs. The additional capacity this
contract provided addressed the gap between the number of EHCNAs the Council needed to complete and our EP
capacity (to complete psychological reports). This contract, which was short-term and established via a waiver to
competitive tender, ended, and there have been significant delays in completing and awarding a new contract
following a competitive tender. Specifically, initial estimates were that this contract would be in place by September
2025, though this was then pushed back to December 2025, and then again, with a best case scenario now being
that the contract will start in April 2026. Consequently since the previous contract elapsed there has been a gap in
the ability to undertake EHCNAs and our EP capacity and so assessments cannot be completed within the statutory
timescales of twenty weeks, and with a backlog of agreed assessments awaiting the allocation of an EP having
emerged, performance on this measure will not improve (and will remain red) for at least the first quarter of 2026-
2027 even if the contract is finalised in April.



We will deliver and embed our integrated Starting Well Plan: Happy, Healthy U=

™ o
PEOPLE seHavering o
Key indicator
Rate of first time enfrants into youth justice, by ethnicity, compared to school census population (TREATED FAIRLY) %

Performance Trend (Rate) (Number) Lowerisbetter . Mouse over for Methodology...
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Theme
ez Performance Narrative:
As at the end of O3, we have seen an increase in First Time Entrants (FTE's) into the youth justice system. This accounts to 13 children in comparison to
Service our target of 9. The financial year 25-26 we have seen 24 FTE's which is 25% less than the plan at 32 children and 23% less than last year at 31 children.
Starting Well The overall decrease of children entering the system is a positive trajectory.

Link to Published Data:
Internal only

Although throughout the financial year we have seen a 25% reduction in first time entrants into youth justice, during
Q3 we have seen an increase in children (13), which is why we are showing as Red. The decline in performance is
partly down to court dates taking place in Q3 when the offences occurred in the summer holidays (Q2). Despite the

increase in Q3, the overall decrease of children entering the system is a positive trajectory, one which we hope to
continue.

We will continue to improve the safety of our borough

srHavering gy row
Key indicator

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

340 -

Current Performance Value

72.0

Year End Target

Performance Trend (Number) () Higheris betier 1 Mouse over for Methodology...
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Direction of Travel (Long-Term)
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Quarter
Theme
Places

Performance Narrative:

In Q1 2025, ITS carried out a scoping and surveying exercise for Romford Town Centre. In Q2 - ITS rolled out and completed 40 new fibre connections
in Romford and other Town Centres. Q2 saw the start of the digital survey by Openview and the start of new digital cameras replacing analogue ones.
Planning and Public Protect... (3 of 2025 should have seen the completion of the Romford Town Centre digital camera upgrade and the start of the digital upgrade of the other
town centre cameras (revised figure is 72 in total across all TC not 96.).

Service

Link to Published Data:
(Blank) Romford - Public Space HD Camera Upgrade - Completion was originally due by end of October 2025 but several delays caused by a combination of
factors means this is not vet comilete as of Januarv 2026. Completion is now prosrammed for x. This delav pushes back the subseauent stages of the

Unfortunately, several delays, caused by a combination of factors including damaged cable infrastructure and
hardware issues, means that Romford Town Centre completion which was due in October is still not complete at the
end of Q3. This has had a knock-on effect for the upgrade of other Town Centre cameras pushing this part of the
project into the next quarter. The Programme board is working on resolving the outstanding issues to get phase 1

complete by the end of April 2026. Mitigations in Phase 2 of the project are being explored to help regain
programme.



We will continue to improve the safety of our borough

Key indicator

The number of under-age sales operations v

Performance Trend (Number) (Visits made)

Higher is better T Mouse over for Methodology...
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Theme

FEES Performance Narrative:

As at the end of 03, 3 under-age sales operation took place, with a total of 27 premises visited. This brings the year to date figure to 5 operations, the

Service

Planning and Public Protect...

same amount of operations when compared to the same time last year.
The three operations in the last quarter consisted of:

Link to Published Data:
Internal only

25th October - eight premises visited during this relation which a specific focus on firework sales. This was joint operation with the Police.
1st Novemnber - twelve premises visited. The child volunteer attempted to purchase alcohol, vapes and fireworks.
22nd November - seven premises visited. The police cadets were involved and thev attempted to purchase knives.

We are slightly behind on our quarterly target having completed 5 operations at the end of Q3. However, as part of
those operations we have visited 44 premises (9 Q1, 9 Q2 and 27 Q3) and with only one test purchase failure during
Q1. Over the last financial year, the department has faced several challenges that have affected the ability to meet
the required number of age restricted test purchases, the most significant factor has been the shortage of child
volunteers. Despite holding outreach sessions, engaging with local community groups and approaching council staff,
recruitment has yielded very limited results. This has directly restricted the capacity to conduct the volume of
underage sales (UAS) operations needed to meet the targets.

We will manage our money well to set a balanced budget and get maximum Theme: u A

value from all our activity RESOURCES W HaVEl'In q ﬁ HOME
Key indicator
Cumulative value of our underfunding ~

Performance Trend (Money) (£) Lowerisbetter  J Mouse over for Methodology...
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Quarter
Theme
FESTIEE Performance Narrative:
X The value of £39m is the additional funding Havering will receive as a result of the fair funding review In addition there is an inclusion of a further £5m
Service which represents the notional value due to Havering through floor support to other authorities. As this has calculated what Havering is now due as a
Finance

Link to Published Data:

correct grant the inference is that we should have received this in previous years including 2025/26. It could be argued that an inflationary amount to
get to the new figure but this is marginal

(Blank)

The amount of underfunding has increased from £10m at the start of the year to £44M at the end of Q3. The value is
based on the additional funding (E39M) from the Government from the fair funding review, which was announced in
December 2025 and an inclusion of a further £5M which represents the notional value due to Havering through floor
support to other authorities.



We will identify and focus on the resources and skills needed for the future, Theme:
including by “growing our own” RESOURCES
Key indicator
LXP Framework - Ensuring at least 80% participation in the Corporate Mandatory training programs ~
Performance Trend (Percentage) Higheris better Mouse over for Methodology...
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Quarter
Theme
R Performance Narrative:
. There have been some new additionas to the mandatory training catalogue, so an updated number of completions will be provided in Q3.
Service
HR&OD

Link to Published Data
(Blank)

Although HR enable and promote this indicator, this sits within leadership and management team for accountability
to ensure they are compliant.

The most recent LXP reports cover Quarter 3 (October — December) and are included in the workforce dashboard
which is provided to all Directorates.

Unfortunately, there were additions to the mandatory catalogue, disruption to the Employee data imports following
the Big Move, preventing accurate reporting for Corporate Mandatory Training in October and again in November,
coupled with a technical issue, which affected new staff access to training meant that reporting was delayed.
However, training is being streamlined and tailored to Havering-specific needs on top of Directors and line managers
encouraging completion rates it is envisaged that performance will improve bringing us into a stronger position,
though completion rates are expected to remain below the 80% target in the short term.

We will improve customer satisfaction levels by modernising the way we work ~ ™=m= " H
RESOURCES srHavering g o
Key indicator
Percentage of complaints responded to on time ~
Performance Trend (Percentage) (Complaints) Higheris better T Mouse over for Methodology...
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Theme
REETHES Performance Narrative:
X As at the end of Quarter 3, 988 complaints were received, with 72% responded to within the target timeframe.
Service
Public Health This reflects a decrease in comparison to quarter 2 but this is expected as December is usually the month wiht the lowest amount of cases all year. On
time response as also seen a decrease in on time responses by 8%, due to staffing challenges during October 2025. The average on time has increased
Link to Published Data: again in November and December but the issues in October have brought the on time for this quarter down. .
Internal only

Adults Social Care: 34 comolaints received: 52% responded within tareet

Performance in Q3 has shown a decline compared with Q2, driven by several factors that we had anticipated and
previously escalated to ELT. Staffing challenges, particularly in early October had a direct impact on our capacity and
timeliness. In addition, ongoing delays in social care responses from the service continue to affect our ability to
complete cases within expected timeframes. Seasonal pressures, including Christmas leave both within our team and
across the wider service, also contributed to slower turnaround times. While these challenges influenced our overall
performance for the quarter, we remain proactive in addressing capacity issues, strengthening cross-service
collaboration, and implementing measures to support a more resilient performance going forward.



We will identify and focus on the resources and skills needed for the future, Theme

RESOURCES

including by “growing our own”

Key indicator

The amount of Apprenticeship Levy spent (£) v

Performance Trend (Money) (£) siigneris bercer Mouse over for Methodology...
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Theme
RESTIEES Performance Narrative:
. At the end of 3 2025/26, from a total levy fund of £1,714,719.00 (December)
Service The amount of Apprenticeship Levy spent was £134,067.79 (October - December)
HR&0D Total Apprenticeship Levy spent inclusive of £14262.9 (Transfer) is £148,330.69 to support local Havering businesses with apprenticeship funding.

We have returned £35,275.73 of expired levy funding in the current financial year 25/26.

Link to Published Data:
Internal only Despite changes to level 7 funding we are still managing 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

Although HR enable and promote this indicator, this sits within leadership and management team for accountability
to ensure they have apprenticeships within the council.

As at the end of December 2025, we had spent £134,067.00 from the £1,714,719.00 levy fund. Unfortunately, we
have also returned £35,275.73 of expired levy funding in the current financial year.

We will continue to optimise the use of the apprenticeship levy by encouraging services across Havering to invest in
apprenticeships as part of their workforce development planning. This includes actively promoting the benefits of
apprenticeship pathways, supporting departments to identify appropriate programmes and ensuring that levy funds
are deployed effectively to improve productivity, build capacity, and enhance long term organisational goals.

To maximise levy spend, we regularly advertise a range of apprenticeship programmes aimed at upskilling current
staff. These opportunities support career progression and ensure employees gain the qualifications and
competencies required in a rapidly evolving public sector environment.

We work closely with managers across the organisation to support the creation of new apprentice positions. Our
objective is to continue increasing the number of new hire apprentices to strengthen our pipeline of early career
talent.

We are continually exploring new and innovative ways to maximise levy utilisation. This includes identifying skills
needs and working with external partners to ensure that all possible opportunities for investment are considered.
The apprenticeship levy remains a key resource in building a skilled, adaptable and sustainable workforce for the
future and we will continue to focus on ensuring its full and effective use.
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Key indicator
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The average call abandoned rate for our Customer Contact Centre (%) Vs the number of calls received v

19.3

Current Performance Value

10.0

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

Theme
Resources

Service
Customer Services

Link to Published Data:
Internal only
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Performance Narrative:

At the end of Q3 the average call abandonded rate for our customer contact centre versus the number of calls received was 19.26% against a 10%
target. These exceptionally high abandon rates are owing to unprecedented resource challenges faced during 25/26, with attrition rates and staff
absences higher than normal across the whole Call Centre.

The reported figure of 19.26% is a slight improvement compared with the end of Q2, though still some way short of the target. With additional staff
leaving during Q3, for example through retirement and secondment opportunities, improvement in terms of abandon rates during Q4 is not expected,
given the seasonal increase in demand too.

While our average call abandoned rate for the customer contact centre remains above our 10% target, we have
made progress compared to last quarter, reducing it from 19.8% to 19.3%. Despite significant efforts in Q3 to regain
our previous performance levels from last year, owing to continued resource challenges and increased demand
during Q3 which will continue throughout Q4, particularly during March, with annual Council Tax billing, Green
Waste renewals and annual Rent Accounting the year-end target will unfortunately not be met.

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

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

563.0

Current Performance Value

210.0

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

Theme
Resources

Service
Customer Services

Link to Published Data:
Internal only
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Performance Narrative:
At the end of Q3, the average call waiting time for our customer contact centre is 563 seconds (9:23) against a target of 210 seconds (3:30). These

exceptionally high call wait times are owing to unprecedented resource challenges faced during 25/26, with attrition rates and staff absences higher
than normal across the whole Call Centre.

The reported figure of 9:23 is a slight improvement compared with the end of Q2, with three consecutive month on month improvements, though still
some way short of the target. With additional staff leaving during O3, for example through retirement and secondment opportunities, improvement in
terms of call wait times during Q4 is not expected, given the seasonal increase in demand too.

While our average call waiting time for our customer contact centre remains above our 210 (3:30) second target, we
have made progress compared to last quarter, reducing it from 576 (9:36) seconds to 563 seconds (9:23). Despite
significant efforts in Q3 to regain our previous performance levels from last year, owing to continued resource
challenges and increased demand during Q3 which will continue throughout Q4, particularly during March, with
annual Council Tax billing, Green Waste renewals and annual Rent Accounting the year-end target will unfortunately

not be met.
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Key indicator
The percentage of enquiries closed within target hvs

Performance Trend (Percentage) Higheris better T Mouse over for Methodology...
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Theme
TERTIEE Performance Narrative:
. As at the end of Q3, we had received a total of 773 Member Enquiries of which, 552 (71%) were closed within target, a 16% decrease when compared
Service to Q2. This is also a decline in performance when compared to Q3 last year (2024/25).
Public Health

Link to Published Data:
Internal only

Q3 performance declined compared with Q2, partly due to staffing challenges we had anticipated and escalated to
ELT.

We are also managing the impact of the significant rise in Members Enquiries during Q2, which continued to affect
capacity into the following quarter.

The impact of October staff shortages, combined with Christmas leave across services, our team, including
mandatory leave for the 3 temporary staff, contributed to slower turnaround times. We remain focused on

strengthening capacity and improving resilience to support better performance going forward.

Completed Annual Indicators

We will recognise and reward staff providing excellent customer service fheme.
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Key indicator

Percentage of PDR's Completed (People) ~
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Theme
Resources "
Performance Narrative:
. The Communications Team now leads on the planning, promotion and delivery of the Star Awards, ensuring strong visibility and engagement across
Service the organisation. HR will continue to provide input where required to ensure alignment with organisational values and the wider reward and
HR&0D recognition approach.

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%.
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Key indicator

Percentage of PDR's Completed (Place)
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Resources
Performance Narrative:
) This operational arrangement supports a more effective and sustainable model for recognition activity whilst allowing HR capacity to remain focused
Service on strategic workforce priorities.
HR&OD

Link to Published Data:
(Blank)

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 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 R =
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Key indicator

Percentage of PDR's Completed (Resources)

Performance Trend (Percentage)

wigher is better T Mouse over for Methodology...
87.0
.

Current Performance Value

100.0

Year End Target Not Benchmarked
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Theme

Resources

Performance Narrative:

This aperational arrangement supports a more effective and sustainable model for recognition activity whilst allowing HR capacity to remain focused

Service on strategic workforce priorities

HR&OD

Link to Published Data:
(Blank)

Resources performance is made up of 8 areas. Although Strategic HR&OD and Finance completed 100%,
performance was reduced by the other 6 areas (Public 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.
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our borough, targeting services to better meet their needs and reduce unfair PEOPLE

Key indicator

Percentage of people over the age of 65 who have been diagnosed with dementia in each counting year (April to March) v

Performance Trend (Percentage) Higher is better " Mouse over for Methodology...
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Theme
People

Performance Narrative:
The percentage of people over the age of 65 who have been diagnosed with dementia in each year is at 55.8%. Although this is slightly better than the

Service previous year (55.4) we are still under performing when compared to London (67.4%) and England (65.6%).
Public Health
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
Link to Published Data: dementia diagnosis in Havering.

https /ffingertips phe org ukis

At the end of 03, around a hundred referrals are being made every month this vear (2025/26) with around 25% received feedback and managment

Dementia outcomes are being improved with five key strands from prevention and diagnosis to supporting well,
living well and dying well. This is by providing information and promotion of healthy lifestyle to prevent dementia
and to live well with dementia; reducing waiting time by NELFT for diagnosis, targeted referrals by GPs and MDT
pilot at St George's hub; providing new dementia support through Alzheimer's society; increasing universal care
plans (UCPs) and strengthening end-of-life care by additional dementia lead role at Saint Francis Hospice.

Our work over the last year has seen a slight improvement in diagnosis rates from 55.4% to 55.8%. However this is
still below the London (67.4%) and England (65.6%) published rates.

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:

This report asks Members 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; there are no direct financial implications
directly arising from this recommendation, however, it is noted that adverse performance against some Corporate
Performance Indicators may have financial implications for the Council. Furthermore, correcting poor performance
can in some instances 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.

Reviewing the actions taken to address areas of underperformance, will promote continuous improvement
in the way in which the authority’s functions are exercised.

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 120 corporate performance indicators would have a carbon footprint of
approximately 723.24g CO,. For all nine cabinet members this would equate to just over 6.5kg CO, per quarter, or
26kg CO, per year. Printing this 17 page report will equate to 77.20g CO, per member (approximately 649.78g 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

