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The Corporate Plan 

The Plymouth City Council Corporate 

Plan 2018-2022 sets out our mission of 

‘making Plymouth a fairer city, where 

everyone does their bit’. It was 

approved by Full Council in June 2018. 

The Corporate Plan priorities are 

delivered through specific programmes 

and projects, which are coordinated 

and resourced through cross-cutting 

strategic delivery plans, capital 

investment and directorate business 

plans. 

The key performance indicators (KPIs) 

and their associated targets detailed in 

this report for the last two quarters of 

2019/20 (October 2019 to March 

2020) tell us how we are doing in 

delivering what we have set out to 

achieve in the Corporate Plan.   

Due to the Council’s response to 

COVID-19, this is a truncated version 

of the usual Corporate Plan 

Performance Report, focusing on the 

key priorities that demonstrate our 

commitment to being a Growing City 

and a Caring Council, as well as how 

we are delivering this. 
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The purpose of this report is to provide a risk-informed analysis of performance against the priorities of the Corporate Plan 2018-2022. The priorities are grouped under 

‘A Growing City’ and ‘A Caring Council’, and the outcomes for ‘How We Will Deliver’ – the enablers of the Corporate Plan – are also reported on. 

Trend (RAG) colour scheme 

A red-amber-green (RAG) trend rating is provided to give an indication of whether performance is improving or declining based on the two latest comparable periods for 

which information is available. For example, repeat referrals to children’s social care is compared to the previous quarter in the same year; household waste sent for reuse, 

recycling or composting is compared to the same period in the previous year (due to seasonality); and annual measures, such as public satisfaction with traffic flow, are 

compared to the previous year.  

 Indicators highlighted green: improved on the previous value or is on an expected trend 

 Indicators highlighted amber: within 15% of the previous value (slight decline) 

 Indicators highlighted red: declined by more than 15% on the previous value 

 Indicators not highlighted or ‘N/A’ have stayed the same, have no trend, or the most recent value is not comparable with previous values. 

Target (RAG) colour scheme 

A RAG target rating is applied for indicators that have a target. For these indicators, the bar for the latest reporting period is coloured either red, amber or green in the 

chart to visually display how we are performing compared with the target. 

 Indicators highlighted green show where Plymouth is better than target 

 Indicators highlighted amber show where Plymouth is within 15% of target 

 Indicators highlighted red show where Plymouth is more than 15% worse than target 

 Indicators not highlighted or ‘N/A’ show where no in year data is available to compare against target, or no target has been set. 

Summary page 

Structure of this Report 

A performance summary page is presented at the start of this report to visually display how we have performed against our Corporate 

Plan priorities. Our RAG rating on this page is used to show whether we have done better, worse or had a slight decline from the previous 

quarter or year (coloured arrows), and whether we have done better, worse or got close to the target (coloured hexagons). Some 

indicators do not have a target (for example, due to being a new indicator) and will therefore have no target RAG rating (blue hexagons). 

Similarly, some of our indicators are new and we do not have any previous data to compare our performance to or it is not appropriate to 

compare to previous data; these will have no trend RAG rating in the summary pages.  

For example, the hexagon for the percentage of spend on small and medium enterprises is green because at 26.1% in quarter four it is 

above the target (26.0%), whilst the arrow within the hexagon is amber because there was a slight decrease from quarter three (27.0%). 
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Quarter Four 2019/20 Performance Summary  

821 

832 

A Growing  

City 
A Caring Council 

How We 

Will 

Deliver 

97.6% 

97.5% 

Principal 
roads (A) 

in good or 

acceptable 
condition 

37.5% 

35.7% 

Household 
waste sent for 

recycling, reuse 

or composting 

Cleanliness 
Index 

inspected 

areas judged 
as acceptable 

85.0% 

85.6% 

1,112 

630 

Gross 

additional 
homes 

delivered 

(5 year 
average) 

42.0% 

39.0% 

Public 

satisfaction 
with traffic 

flow 

Businesses 
supported 

824 

821 

 34.7 

31.4 

Average 

number of 
households 
in a bed and 

breakfast 68.3% 

67.9% 

Children 
who are 

school 
ready 

Key Stage 
4 pupils 

achieving 

the ’basics’ 

58.8% 

56.7% 

 288 

Households 
prevented 

from 
becoming 

homeless 
108 

990 

“Families with a 
Future” achieving 

outcomes 
66.5% 

65.8% 

Closed adult 
safeguarding 

enquiries 
with desired 
outcomes 

achieved 

26.1% 

25.5% 

Repeat 
referrals to 

Children’s 
Social 

Care 

82.9 per 

10,000 

Children in 
care 

74.7% 

72.9% 

Pupils 

attending 
schools judged 

as good or 

better by 
Ofsted 

28.8% 

26.7% 

Children 
with 

multiple 
child 

protection 
plans 

90.0% 

89.8% 

Adult Social 
Care 

service 

users who 
feel safe 

and secure 

Regional 

influence 

Offers 

and Asks 

8.66 

8.61 

Days lost 
due to staff 

sickness 

87.5% 

87.2% 

Customer 

complaints 
resolved in 
timeframe 

(first stage) 

£2.283m 

£0.005m 

Spend 
against 
budget 

25% 25% 

Statutory 

complaints 
completed within 

timescales 

96.8% 

96.4% 

Council 

tax 
collected 

99.02% 

98.97% 

Business 
rates 

collected 
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Corporate Plan priorities Key performance indicators Page number 

A clean and tidy city Cleanliness Index inspected areas judged as acceptable 6 

An efficient transport network 
Public satisfaction with traffic flow 7 

Principal roads (A) in good or acceptable condition 8 

A broad range of homes Gross additional homes delivered 9 

Economic growth that benefits as many people 

as possible 
Spend on small and medium enterprises (SMEs) 10 

Quality jobs and valuable skills Businesses supported 11 

A green sustainable city that cares about the 

environment 
Household waste sent for recycling, reuse or composting 12 

A Growing City 
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What we measure: The cleanliness and condition of streets using the Land Audit Management System (LAMS), so that we can compare ourselves to other 

members of the Association for Public Service Excellence (APSE) performance network. It comprises three main elements: street cleanliness, ground maintenance, and the 

presence of hard-surface weeds. These are graded A to D, with grades A and B indicating an ‘acceptable’ standard, whilst C and D indicate an ‘unacceptable’ standard. 

Why we measure it: The cleanliness of our streets can affect residents' quality of life and how attractive our city is for tourists and businesses.  

 

 

 

 

 

 

 

  

What’s working well? In the latest recorded audit round (December and January), 85.6% of audits were graded as in an acceptable condition, which is above the 

score achieved during the same period last year (85.0%) and evidences a continued move in the right direction. In quarter four, the Street Scene teams began to stabilise 

into three distinct foci of work; city centre and waterfront, neighbourhoods, and city wide. This approach is expected to result in sustained improvements in standards of 

cleanliness and a cycle of cleansing through neighbourhoods.       

What are we worried about? The percentage is moving in the right direction but remains lower than the APSE average of 90.7% and the family group average 

of 89.2%. This could undermine confidence in the transformation being undertaken, with a return to resource being focused on reactive rather than proactive works. The 

new model changes how resources are deployed, which will see improved triaging of reports and the eventual roll out of Alloy to digitise the programming of works and 

build a great intelligence base to inform service design. Going into quarter one 2020/21, it is envisaged that the disruption to staffing levels and service delivery, as well as 

changes to public behaviours, during the COVID-19 pandemic could see a stalling or drop in performance.   

What needs to happen? There has been a concerted effort to ensure that timely audits drive an improvement in performance. The agreed introduction of an 

APSE Inspection App will enable more inspections to be undertaken through the reporting period, which will improve the quality and reliability of inspection data. Work to 

complete a policy on street cleansing has also been advanced. Work to cement the new tri-foci deployment of teams and continuation of intelligence building through 

digitisation into Alloy will continue to support improvements.

How have we done? 85.6% 

85.6% of the inspections undertaken in December 2019 and January 2020 

resulted in achieving an acceptable standard based on the LAMS 

assessment criteria, which is higher than the audits in December 2018 and 

January 2019 (85.0%).  

Trend rating: Green 

Target for 2019/20: 87.0% 

Performance is 1.4 percentage points (1.6%) below target. 

Target rating: Amber 

A clean and tidy city 
Cleanliness Index inspected areas judged as acceptable  

77.0% 78.7%
82.2% 85.0% 87.8%

75.0%
81.3%

85.7% 85.6%

Apr/May Jun/Jul Aug/Sep Oct/Nov Dec/Jan Feb/Mar

Street cleanliness, ground maintenance and hard-surface weeds 
acceptable standard score

2018/19 2019/20 Target APSE (2019/20)

No 

2018/19 

data 

No 

2019/20 

data 
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What we measure: Public satisfaction with traffic levels and congestion on Plymouth’s roads, collected via the National Highways and Transport (NHT) Network 

annual survey.  

Why we measure it: Traffic congestion can impact negatively on the economic health of the city through increased non-productive activity; the environment by 

increasing air pollution and carbon dioxide emissions; and on individuals who can suffer from delays and late arrival for employment, meetings, and education. As we 

undertake a lot of work to deliver a ‘free flowing’ road network, measuring people’s perception of traffic flow is important.  

 

 

 

 

 

 

 

 

 

What’s working well? As described in quarter two’s report, we have seen the start of significant network improvement programmes, such as the Forder Valley 

Link Road and the Eastern Corridor Junction Improvement Scheme. Despite the short term disruption caused by these schemes, we are still focusing on maintaining the 

quality and functionality of the resilient network in line with our Asset Management Framework and keeping our city moving. 

What are we worried about? This year we face a unique challenge due to the impact of COVID-19 on programmed works, both by Plymouth City Council as 

the local authority and other bodies who will need to carry out works on the network. It is our concern that the lockdown will result in available timescales for works to 

be carried out on the network being condensed at the same time as restrictions are lifting and network use is returning to an approximation of the normal level. 

What needs to happen? With the national shift to Street Manager, the Department for Transport’s new roadworks management solution, we will have an 

enhanced platform for communication with all bodies undertaking works on the network. Coupled with the introduction of our permitting scheme, this will enable a 

greater level of coordination of roadworks to help navigate the pressures that we will face in the coming months.

An efficient transport network 
Public satisfaction with traffic flow  

How have we done? 39% 

Decrease of 3 percentage points from the previous survey in 2018, which 

is a decrease of 4.8%. 

Trend rating: Amber 

Target for 2019: 44.0% 

The decrease puts performance at 5 percentage points (11.4%) below the 

target. 

Target rating: Amber 

43.0%

40.0%

42.0%

39.0%

2016 2017 2018 2019

Public satisfaction with traffic levels and congestion

NHT average Target
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What we measure: The condition of principal roads (A roads) in the city, collected via a mechanical condition survey. Results for 2019 are provisional. 

Why we measure it: We undertake a lot of work to maintain and improve the condition of our roads in the city to keep it moving. It is therefore important for us 

to know the condition of our roads. 

 

 

 

 

 

 

 

 

What’s working well? By continuing our regime of monitoring the condition of the highway network, we have managed to make informed and targeted decisions 

about where we need to invest in our resilient highway network to ensure that optimal condition is maintained. Public satisfaction in highway maintenance as a whole has 

also been maintained at the same level as previous years (49% of those surveyed). 

What are we worried about? Given the increasingly extreme weather events that we have witnessed in recent years, there is a concern around the impact 

that such weather events will have on the deterioration profile of the network. The current global COVID-19 pandemic may also present local authorities with significant 

financial pressures, which may disrupt the intended investment strategies as both the political and financial climates face an unprecedented challenge. 

What needs to happen? We are continuing to examine new and innovative approaches to highway maintenance that take into account the unique challenges 

posed by the character of our network and situations that are beyond our control.

An efficient transport network 

Principal roads (A) in good or acceptable condition  

How have we done? 97.5% 

Decrease of 0.1 of a percentage point from the previous survey in 2018. 

Trend rating: Amber 

Target for 2019: 98% 

The decrease in 2019 puts performance at 0.5 of a percentage point below 

the target. 

Target rating: Amber 

97.6% 97.8% 97.6% 97.5%

2016 2017 2018 2019

Percentage of principal roads (A) in good or acceptable condition

2018 NHT average Target
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What we measure: The annual gross additional homes in the city, for example through new house building completions, conversions, and changes of use. 

Why we measure it: To continue meeting the current housing need and accommodate future population growth, it is important to have a strong programme of 

new homes within the city. New house building is the main contributor to the success of this indicator.    

 

 

 

 

 

 

What’s working well: In the first five years of the Plan for Homes (2014 to 2019), 5,563* new homes were completed in the city, exceeding our ambition of 1,000 

new homes each year and 5,000 homes over five years; a significant step change in delivery. In 2019/20 208 affordable homes were completed, meeting a range of identified 

housing needs. Of the affordable homes, 129 were for rent and 79 for affordable home ownership/rent to buy. Many of these affordable homes have been completed on 

our Plan for Homes sites. Progress is continuing on Estate Regeneration priorities. We have secured infrastructure funding from the Ministry of Housing, Communities and 

Local Government (MHCLG) that is required to complete phase four of the North Prospect Regeneration. We are also supporting a registered provider partner’s plans for 

the replacement of obsolete homes in Barne Barton. *The total new homes figure is subject to completion of a Housing Survey that has only just got underway as a result of delays 

associated with non-access to sites due to COVID 19. 

What are we worried about? Delivery and viability challenges remain around existing and pipeline housing sites, particularly brownfield city centre sites where 

development costs are high but values remain relatively low. The need for gap funding to support projects into delivery remains, and we continue to engage MHCLG and 

Homes England to secure new and existing funding opportunities. There are possible impacts of current COVID-19 circumstances slowing down overall housing delivery, 

including negative impacts on the economy, investment decisions and the availability of development finance, mortgage lending and consumer confidence on sales markets. 

What needs to happen? We are developing a Housing Recovery Action Plan to respond to these impacts and to get house building back on track, supporting 

Plymouth’s economic recovery. We will be working with housing delivery partners to agree projects and initiatives, including a call for partner registered providers that can 

move quickly to restart housing projects. We are focusing on housing delivery strategies on all Joint Local Plan housing sites, ensuring that we are doing everything we can 

to drive forward the delivery of new homes, as well as working to unlock a number of stalled sites in the city. We continue to maximise funding from government, 

registered providers, investors, SMEs and our Plan for Homes programme to provide the funding required to accelerate and increase the delivery of new homes. 

A broad range of homes  
Gross additional homes delivered  

benchmarking 

How have we done? 1,075 

1,075 gross additional homes were delivered in 2018/19, totalling 5,563 

homes over the first five years of the Plan for Homes. This averages 1,112 

new homes per year, compared with 630 new homes per year in the five 

years prior to the Plan for Homes. 

Trend rating: Green 

Target for 2018/19: 1,000 

The target is to deliver 1,000 new homes each year. We are cumulatively 

exceeding this target.    

Target rating: Green 

 

971

1,251

776

1,490

1,075

2014/15 2015/16 2016/17 2017/18 2018/19

Gross additional homes delivered

Target
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What we measure: The Council’s spend on goods, services and works from small and medium-size enterprises/businesses (SMEs) as a percentage of the total 

amount spent. This only includes spend through the Procurement Team and does not include spend for other commissioned providers, such as care services. Through 

consultation with the Finance Department, this indicator has been amended to show the year to date position at the end of each quarter, aligning with the annual target.  

Why we measure it: This tells us the extent to which we are supporting small businesses through our procurement of goods, services and works. Supporting the 

activities of small businesses is likely to deliver long-term benefits to our region, for example through the provision of local employment opportunities. 

 

 

 

 

 

 

 

 

What’s working well? Whilst the year to date spend with SMEs decreased in quarter four from 27.0% to 26.1% (approximately £56.3 million spent on SMEs in 

2019/20), the year end position achieved the target of 26% of total spend. This continues to represent our commitment to support small and medium enterprises. It is 

important to note that whilst bids from SME suppliers are encouraged, contracts must be awarded to the most suitable and economically advantageous supplier. Spend with 

SME providers is subject to fluctuation based on the types of requirements and the length of time given to source the requirements. 

What are we worried about? Approximately £105.4 million was spent within the PL postcode area in 2019/20. Reported at 48.8%, we were just under the 

target of 50% of total spend. Although only 1.2 percentage points below target, the outcome for 2019/20 was an improvement on 2018/19 (1.9 percentage point increase). 

What needs to happen? There is now a lot of activity in place to further enhance how the Council procures. This includes ongoing embedding of the Social Value 

Policy; a review and update of Contract Standing Orders, which will bring positive changes to our threshold criteria and will support the SME and spend within PL postcode 

objectives (rescheduled from March to July due to COVID-19); and the improvement of wider procurement processes and practices, for example more effective and 

efficient procurements from the self-serve users. These activities will further assist in engaging the market, whilst supporting organisations to understand each opportunity 

and providing guidance and support on how to tender. Collaboration continues around engagement with local public procurement leaders in the city and through work 

with our public sector partners and key organisations.

Economic growth that benefits as many people as possible 
Spend on Small and Medium Enterprises (SMEs)  
 

How have we done? 26.1% 

Decrease of 0.9 of a percentage point from quarter three 2019/20, which 

is a decrease of 3.3%. 

Trend rating: Amber 

Target for 2019/20: 26.0% 

Performance in quarter four is 0.1 of a percentage point (0.4%) above the 

target.  

Target rating: Green 

21.9%

25.3%
25.6% 25.4%24.8%

27.0% 27.0% 26.1%

Q1 Q2 Q3 Q4

Percentage of spend on small and medium enterprises (YTD)

2018/19 2019/20 Target
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What we measure: The sum of businesses supported through the Business Relationship Programme alongside businesses supported through the Social Enterprise 

Investment Fund, Growth Hub and Growth Support Programme, as well as the number of businesses resident in the Council's business parks. 

Why we measure it: Supporting businesses in Plymouth to thrive is another way in which we support a strong economy. 

 

 

 

 

 

 

 

What’s working well? The Growth Hub team has continued with partnership and business engagements, including delivering workshops for start-ups and 

businesses looking to maximise their online impact. The monthly briefings for businesses and stakeholders have continued and partnership work has included the Local 

Enterprise Partnership (LEP) Annual Conference (November 2019) and the Somerset Climate Change Summit (January 2020). This period also saw significant resources 

focused on preparing businesses for leaving the EU, including an EU Exit Resilience Support Service facilitated by the Growth Hub. Additionally, a series of events and 

workshops for farming businesses and their supply chains helped improve their adaptability to ensure they could make the most of the opportunities and challenges that 

leaving the EU would bring. Further EU Exit support was delivered to and through the Chamber of Commerce, and a range of intelligence gathering work was undertaken 

to understand the potential impact of leaving the EU, helping to inform future business support. The Scale-up Service for businesses with ambition to grow, delivered by 

Inspire, followed up their Somerset launch with one in Devon at the beginning of October, where over 100 businesses, stakeholders, and support providers came together 

and heard from Inspire and their programme partners, including testimonies of alumni, based in the region, from the Goldman Sachs 10,000 Small Business Programme.  

What are we worried about? There have been changing deadlines for leaving the EU, with the October date pushed back, followed by the calling of a General 

Election, which created additional uncertainty. This led to a degree of ‘Brexit fatigue’, making it harder to engage businesses during this time. Even though we have now left 

the EU, it is important that businesses understand the significance of the transition period and what may happen when it comes to an end. 

What needs to happen? The March Budget announced an uplift in Growth Hub funding for 2020/21 and we will roll out support linked to this uplift once we 

have the Funding Agreement in place, while continuing to engage with the LEP HEROG (Heart of the South West Resilience and Opportunities Group) to share messaging, 

updates and gather market intelligence. This will continue to help us to identify any gaps in provision and respond accordingly.

Quality jobs and valuable skills 
Businesses supported  

How have we done? 824 

824 businesses were supported through various programmes in 2019/20, 

which is three (0.4%) more than in 2018/19. 

Trend rating: Green 

Target for 2019/20: Trend increase 

We have not set a formal target for this indicator because the number of 

businesses supported is affected by many factors, for example the size of 

the businesses. However, we would like to see a year on year increase. 

Target rating: Green 

832 821 824

2017/18 2018/19 2019/20

Businesses supported in Plymouth

https://www.inspirebiz.co.uk/
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What we measure: The amount of household waste that is recycled, reused or composted, including IBA metals.  

Why we measure it: Recycling helps to protect the environment and reduces the need for extracting, refining and processing raw materials. It also reduces 

greenhouse gas emissions, which helps to tackle climate change. This indicator allows us to assess the effectiveness of our attempts to increase recycling levels. 

 

 

 

 

 

 

 

 

What’s working well? We now have greater consistency and accuracy in the recycling data collection processes and the data that we produce. In-cab technology 

continues to provide an improved level of data to inform service planning, communication and delivery, as well as real-time information for customer processes. Data from 

the Street Services Information Management System (SSIMS) is being built into regular staff communications and is being used to target resident communication to tackle 

issues such as contamination and non-presentation of containers. 

What are we worried about? The uncertainty over the EU could continue to affect the value of recyclables, impacting throughputs, while the wider economic 

downturn in retail and other sectors could continue to contribute to reduced recyclables such as timber and packaging. Performance will likely be further impacted by 

COVID-19 and disruption to services and disposal facilities for residents. Early indicators are that there have been increased tonnages of non-recyclables due to lockdown 

and the majority of the population staying at home, with waste entering the household arisings rather than through commercial streams at schools and workplaces. COVID-

19 could also have a longer term impact if home working continues as a norm, in addition to the economic impacts. Furthermore, the roll out of the new communal 

recycling containers has continued without face-to-face recycling education, which could contribute to increased contamination. The risk of non-delivery of the Plan for 

Waste is currently RAG-rated as amber on the strategic risk register, representing a medium risk to the Council.  

What needs to happen? We need to improve stakeholders’ confidence in the data on the ground to inform customer processes, education and enforcement 

action where required to improve the city’s recycling behaviours. We need to keep abreast of impacts and emerging issues and opportunities around recycling and waste 

and the associated materials markets. The government’s Resources and Waste Strategy proposes potential mandatory changes to waste and recycling services and 

engagement with consultations will need to continue in order to understand the implications that it will have on current service delivery, capital, revenue and contractual 

implications to meet the requirements.

A green sustainable city that cares about the environment 
Household waste sent for recycling, reuse or composting  

How have we done? 35.7% 

Recycling, reuse and composting tonnages in quarter four 2019/20 were 

1.8 percentage points (4.8%) lower than in quarter four 2018/19. 

Trend rating: Amber 

Target for 2019/20: 39.0% 

The increase in quarter four 2019/10 puts performance at 3.3 percentage 

points (8.5%) below the target. 

Target rating: Amber 

39.3% 40.8%

33.9%
37.5%38.5% 40.0%

28.8%

35.7%

Q1 Q2 Q3 Q4

Percentage of household waste sent for recycling, reuse or 
composting

2018/19 2019/20 Target
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Corporate Plan priorities Key performance indicators Page number 

Improved schools where pupils achieve better 

outcomes 

Pupils attending a school judged as good or better by Ofsted 14 

Key Stage 4 pupils achieving the ‘basics’ 15 

Keep children, young people and adults 

protected 

Adult safeguarding enquiries 16 

Children with multiple child protection plans 17 

Focus on prevention and intervention 

Repeat referrals to Children’s Social Care 18 

“Families with a Future” achieving outcomes 19 

Number of households prevented from becoming homeless 20 

Number of households in bed and breakfast accommodation 21 

People feel safe in Plymouth 
Children in care 22 

Proportion of Adult Social Care service users who feel safe 23 

Reduce health inequalities Percentage of children enabled to become ‘school ready’ 24 

 

 

A Caring Council 
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What we measure: The percentage of pupils that attend a school judged as good or better by Ofsted. 

Why we measure it: The Ofsted ratings give a view of the quality of education provision within the city. A higher quality standard of provision is an enabler to 

children achieving better outcomes. 

 

 

 

 

 

 

 

 
 

What’s working well? The Standards Partnership (with the Teaching School South West) is working to ensure accurate self-evalation, create capacity to support 

schools and challenge the wider education system. A jointly funded initiative by the local authority and the Regional Schools Commissioner is working with Plymouth 

secondary schools to improve standards in individual schools, offer focused professional development, and remove key barriers to system improvement. 100% of 

Plymouth’s special schools continue to be judged as ‘good’ or ‘outstanding’ by Ofsted, which means that all pupils who require a special school education are in a good 

quality education setting, enabling them to achieve better outcomes. 

What are we worried about? There remains too few schools with judgements of good or outstanding for leadership and management (bottom quartile). 

Overall quality of school provision as judged by Ofsted remains a red risk on the Council’s strategic risk register. 

What needs to happen? The Plymouth Education Board will hold the Standards Partnership to account for the development and implementation of a robust 

recovery plan that incorporates a renewed focus on the breadth of school improvement, alongside clear strategies to address the ‘new’ needs of disadvantaged pupils and 

other aspects arising from the COVID-19 crisis and the return to full schooling.

Improved schools where pupils achieve better outcomes 
Percentage of pupils attending a school judged as good or better by Ofsted  

How have we done? 72.9% 

Decrease of 1.8 percentage points (2.4%) since quarter three 2019/20. 

Trend rating: Amber 

Target for 2019/20: 80% 

The decrease in quarter four puts performance 7.1 percentage points 

(8.9%) below the target. 

Target rating: Amber 

71.9% 74.0%

68.0% 68.0%
72.6% 73.5% 74.7% 72.9%

Q1 Q2 Q3 Q4

Percentage of pupils attending a school judged good or better by 
Ofsted

2018/19 2019/20 Target
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What we measure: The percentage of Key Stage 4 (KS4) pupils achieving a standard Attainment 8 pass (9-4) in English and Mathematics at the end of each 

academic year.  

Why we measure it: This gives an indication of the educational outcomes for young people once they reach the end of compulsory education, as well as indicating 

the quality of secondary education provision in the city. Higher attainment levels are an enabler to children achieving better long-term outcomes. 

 

 

 

 

 

 

 

 

What’s working well? Whilst many local authorities reduced their Progress 8 score (significant in determining the progress that pupils make from their starting 

point in eight subjects), Plymouth improved from -0.34 to -0.28. 

What are we worried about? The revised data shows that overall Attainment 8 scores have also decreased, from 44.1 points in 2017/18 to 43.7 in 2018/19, 

against a national average score of 46.8. Variation in the rate of progress being made by KS4 pupils across schools is a cause of concern, as is the percentage of secondary 

schools judged by Ofsted to be good or better, which is currently below the national average. We continue to see an increase in persistent absence, overall absence rates 

and student mobility at secondary school. Pupil absence has been identified as a risk on the operational risk register for the Council. Disadvantage remains a key concern 

and priority as historically too few pupils from disadvantaged backgrounds make expected levels of progress. 

What needs to happen? The Plymouth Education Board commissioned a diagnostic analysis to further understand attainment results for disadvantaged groups.  

The root cause analysis is underway to identify the specific cohorts of pupils that require the targeted interventions to enable the greatest impact. The Standards 

Partnership will be undertaking a targeted response to these findings, particularly as so many children in the disadvantaged group have not attended school since March and 

home learning is variable; it will be a theme within the city-wide delivery plan. The new Ofsted framework needs to drive an appropriate curriculum to meet pupil needs. 

The local authority is coordinating work on inclusion and alternative provision to address the high mobility of certain groups of pupils and the impact that this has on their 

learning.

Improved schools where pupils achieve better outcomes 
Key Stage 4 pupils achieving the ‘basics’  

How have we done? 56.7% (revised) 

Decrease of 2.1 percentage points (3.6%) from the previous year. 

Trend rating: Amber 

Target for 2018/19 academic year: 61% 

The attainment reached in the academic year of 2018/19 put performance 

at 4.3 percentage points (7.0%) below the target.   

Target rating: Amber 

58.9% 58.8%
56.7%

2016/17 2017/18 2018/19

Percent of pupils achieving a standard pass (9-4) in English and 
Maths at Key Stage 4 

Target England
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What we measure: The percentage of safeguarding enquiries in which, at the point of completion, the individual affected or individual’s representative’s desired 

outcomes have been fully achieved. 

Why we measure it: Making Safeguarding Personal (MSP) is a sector-led initiative that aims to develop an outcome focus to safeguarding work and a range of 

responses to support people to improve or resolve their circumstances. This is an indication of how well we are achieving this outcome. 

 

 

 

 

 

 

 

What’s working well? Over the past six months performance has shown a decline, with the percentage of outcomes that are fully achieved dropping. Between 1 

October 2019 and 31 March 2020, 404 individuals were the subject of a completed safeguarding enquiry; 288 (71.3%) expressed a desired outcome at the start of the 

enquiry and in 192 (66.5%) of these cases, the desired outcome was fully achieved. The desired outcome was partially achieved in 83 cases, which equates to 28.8% and 

means that across the two periods the percentage that have been either fully or partially achieved is similar (95.0% in quarters one and two compared to 95.5% in quarters 

three and four). 

What are we worried about? It is the responsibility of the local authority to make statutory enquires, or cause others to do so, where it has reasonable cause 

to suspect that an adult with care and support needs is experiencing, or is at risk of, abuse or neglect. Therefore, that the percentage of outcomes fully achieved has 

declined is a concern. The fact that the percentage of outcomes that are fully or partially achieved remains static infers the decline is a processing issue and not necessarily a 

reflection of poorer outcomes for victims. 

What needs to happen? Following the decline in performance we will revisit, via contract performance meetings and the strategic leads network, the importance 

of consistency of interpretation and accurate recording of information.

Keep children, young people and adults protected 
Adult safeguarding enquiries  

How have we done? 66.5% 

Increase of 0.7 percentage points from the previous quarter, which is an 

increase of 1.1%. 

Trend rating: Green 

Target for 2019/20: 75%  

The increase in quarter four puts performance at 8.5 percentage points 

(11.3%) below the target. 

Target rating: Amber 

74.0%
70.6% 69.2%

71.9%

78.0%
80.7%

65.8% 66.5%

Q1 Q2 Q3 Q4

Percentage of closed safeguarding enquiries where the individual or 
individual's representatives desired outcomes have been fully achieved

2018/19 2019/20 Target
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What we measure: The percentage of children starting a child protection plan who have previously been on a plan at some point during their lifetime. 

Why we measure it: This indicator gives insight into children who have previously been deemed at significant risk of harm, had that risk mitigated and then later 

are again found to be at significant risk. This may be for the same or different reasons but highlights vulnerable children where a risk of harm has escalated back to the point 

where a child protection plan is once again needed. 

 

 

 

 

 

 
 

What’s working well? At the end of quarter four, 97.1% of Initial Child Protection Conferences were held within 15 working days of a strategy discussion; this 

compares well against 82.3% within ‘good’ or ‘outstanding’ authorities (as rated by Ofsted 2018/19). This was well above our 80% target and a vast improvement on the 

79.6% reported for the 2018/19 year end. By the end of 2019/20, 93.7% of reviews for children with a Children Protection Plan were within timescale. 

What are we worried about? At the end of quarter four, 28.8% of the new Child Protection Plans starting within 2019/20 were for children who had a plan at 

some point in their lifetime previously. This was a 2.1 percentage point increase on quarter three and above the 20.8% average for England, our statistical neighbours and 

Ofsted rated ‘good’ and ‘outstanding’ authorities. The 28.8% relates to 96 of the 333 new plans starting in 2019/20 and covers 58 families, some of which had four or more 

children. Whilst the increase is a concern, we are committed to having the right children subject to Child Protection at the right time, which may ultimately incur repeated 

Child Protection Plans. 

What needs to happen? There is a continued focus on reducing repeat Child Protection Plans by ensuring appropriate step down/step out arrangements occur 

through our supervision discussions, audits and in conferences to review plans. A review of all children currently subject to a repeat plan (56 families) is in progress and 

findings will support focused service improvements. We closely monitor children subject to Child in Need Plans through supervision and Service Manager led review in 

order to prevent unnecessary re-escalation of risk that necessitates a further period of Child Protection planning. A review of the current Children’s Social Work team 

arrangements is underway to ensure that we have capacity in the right place to support focused interventions required to support families to build safety and reduce risk 

that endures over time.

Keep children, young people and adults protected 
Children with multiple child protection plans  

How have we done? 28.8% 

Increase of 2.1 percentage points from the previous quarter, which is an 

increase of 7.9%. 

Trend rating: Amber 

Target for 2019/20: 23.0% 

The increase in quarter four now puts performance 5.8 percentage points 

(25.2%) above the target. 

Target rating: Red 

 

24.6%

23.0%
23.9%

22.7%
23.5% 23.1%

26.7%

28.8%

Q1 Q2 Q3 Q4

Percentage of children subject to multiple child protection plans

2018/19 2019/20 Target Statistical Neighbour (2018/19)
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What we measure: The percentage of referrals to Children's Social Care within the financial year where there has been a referral within the previous 12 months 

for the same child. 

Why we measure it: This gives insight into the effectiveness of the Children’s Social Care response to concerns about children at the first referral. Repeat referrals 

may have been avoidable if we reached effective outcomes earlier, indicating that the child may not have received the right support at the right time to safeguard them and 

address their needs. It should be noted therefore that this indicator reflects historic as well as current practice. 

 

 

 

 

 

 

 
 

What’s working well? Re-referrals saw a decrease for the sixth quarter in a row, down to 25.5% in quarter four. Although missing the 25% target by 0.5 of a 

percentage point, this is a major improvement on the 2018/19 position of 32.4%. As expected, the number of referrals during 2019/20 was around 3,000 and was 

approximately 22.5% less than in 2018/19. Strategy discussions, Section 47 and Initial Child Protection Conferences have continued to see improvements, which evidences a 

more consistent application of thresholds, ensuring that children and families do not receive unnecessary intervention. These improvements continue to be supported 

through the audit work undertaken by the Plymouth Children’s Gateway Multi-agency Steering Group. 

What are we worried about? With the emergence of COVID-19, followed by ‘lockdown’ coming in to effect in the last week of quarter four, it is possible that 

the rate of re-referrals might increase. With more families at home it is anticipated that whilst there will be a decrease in referrals from some partner agencies, there will 

be an increase in the proportion of referrals that are made anonymously and low level domestic abuse referrals (which are often repeated). 

What needs to happen? Eighteen months on from the introduction of the Plymouth Children’s Gateway, the improvements brought about by changes to practice 

will need to continue and we will monitor this through our regular audit work. We have restarted the Creative Solutions Panel to provide a forum for partners to consider 

effective support and intervention to families below the threshold for referral to Children’s Social Care in order to sustain appropriate diversion to our Early Help 

provision. We are closely monitoring incoming referrals to identify trends related to COVID-19.

Focus on prevention and early intervention 
Repeat referrals to Children’s Social Care 

How have we done? 25.5% 

Decrease of 0.6 of a percentage point from the previous quarter, which is 

a decrease of 2.3%. 

Trend rating: Green 

Target for 2019/20: 25% 

The decrease in quarter four now puts performance at 0.5 of a percentage 

point above the target. 

Target rating: Amber 

32.1%
33.3% 32.9% 32.4%

29.1% 28.5%

26.1% 25.5%

Q1 Q2 Q3 Q4

Repeat referrals to Children’s Social Care

2018/19 2019/20 Target Statistical Neighbour (2018/19)
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What we measure: The number of families in a quarter where we are able to evidence that we have achieved significant and sustained progress against specified 

concerns or a pathway into employment. Families must have at least two of the six headline criteria to be eligible for the programme.  

Why we measure it: This helps us to understand how many families we have worked with, both within the Children, Young People and Families Service and across 

the multi-agency partnership. We support families to overcome a variety of problems, such as youth offending/anti-social behaviour, attendance at school, child safety (Child 

Protection/Children in Need), worklessness, domestic abuse, and mental and physical health issues. 

 

 

 

 

 

 

 

What’s working well? Identification of new families via Early Help remained strong throughout the year and by the middle of quarter four (February) we had met 

our maximum target for the financial year. With 990 families meeting the required criteria in 2019/20, we also met our ‘end of project’ target (2,380 families by 31 March 

2020). The strategic risk rating relating to the delivery of early intervention and prevention remains green (low). 

What are we worried about? The Ministry of Housing, Communities and Local Government has announced a 12 month extension to the programme. The 

programme uses a ‘payment-by-results’ model to incentivise positive outcomes. This involves both an upfront attachment fee and a reward payment for each family that 

shows sustained improvement across set criteria or moves into continuous employment. The funding available for the programme has reduced for 2020/21; therefore we 

need to consider the impact to the families we look to assist and the service that provides the support. 

What needs to happen? We have reduced the staffing resource within the team that collates the evidence for submission and will continue to monitor 

requirements alongside the activity needed to meet the new 2020/21 targets. 

Focus on prevention and early intervention 
“Families with a Future” achieving outcomes  

How have we done? 990 year to date (142 in quarter four)  

The number of families classified as achieving significant change has 

maintained its trajectory. 990 outcomes were achieved by the end of 

quarter four, reaching the maximum target for the project.  

Trend rating: N/A 

Target for 2019/20: 960 year to date 

We exceeded the 2019/20 target by 30 families. 

Target rating: Green 

269

507

744

996

343

592

848

990

Q1 Q2 Q3 Q4

“Families with a Future” achieving outcomes

2018/19 2019/20 Target
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What we measure: The number of households that the Council has either helped to stay in their current accommodation or has supported to relocate, preventing 

them from becoming homeless. 

Why we measure it: Local authorities have a statutory duty to help all households that are homeless or at risk of becoming homeless. These families and 

individuals are among the most vulnerable in society and we want to make sure that as many as possible get the help that they need. 

 

 

 

 

 

 

 

What’s working well? 2019/20 has seen in excess of 1,000 households being prevented from becoming homeless. In quarter four this figure was 288, which is 

above the quarterly average in 2019/20 of 272. In 2019/20 we relaunched the Plymouth Homelessness Action Partnership and opened our ‘somewhere safe to stay’, which 

has provided 11 additional beds with 24 hour support for rough sleepers. We have also launched the homelessness awareness campaign ‘Make a Change’. Plymouth City 

Council and Plymouth Alliance have worked together to identify and bring online additional bed spaces as a first phase approach to relieve and prevent rough sleeping 

during the COVID-19 pandemic. 

What are we worried about? The impact of COVID-19 and how this will affect homelessness in the short, medium and long term, coupled with the continued 

implementation of Homelessness Reduction Act, will likely lead to demand increases on the service. There are also changes to Homes of Multiple Occupancy legislation, 

which will also affect demand and potentially our ability to meet statutory timescales. 

What needs to happen? We will continue to focus on meeting demand at the front door to ensure that progress on the provision of emergency accommodation 

is maintained; this will be done whilst adhering to social distancing rules. The Community Connections Business Plan and Plan for Preventing and Tackling Homelessness 

look to mitigate risks and help to manage any demand increase. The Preventing Homelessness Delivery Plan will continue to be reviewed, in conjunction with the Plymouth 

Homelessness Action Partnership, to ensure that all actions are current and that actions will have an impact on priority areas identified by the partnership. Our work with 

the Plymouth Alliance continues, with an aim of embedding new ways of working across the system to continue to improve outcomes for service users.

Focus on prevention and early intervention 
Number of households prevented from becoming homeless 

How have we done? 288 

Increase of 180 households prevented from becoming homeless from 

quarter four 2018/19, which is an increase of 166%.  

Trend rating: Green 

Target for 2019/20: 500 (125 per quarter) 

The increase compared to last year in quarter four puts performance at 

108 households above the quarterly target of 125, and cumulatively 589 

households above the annual target of 500. 

Target rating: Green 

127

65

154

108

210

261

330

288

Q1 Q2 Q3 Q4

Number of households prevented from becoming homeless

2018/19 2019/20 Target
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What we measure: The average number of households that are staying in bed and breakfast (B&B) temporary accommodation at any one time. A household is 

defined as one person living alone, or a group of people living at the same address who share common housekeeping or a living room. 

Why we measure it: B&Bs are used as a form of temporary accommodation to meet statutory duties to accommodate homeless households while an assessment 

of the full duty to them under homeless legislation is made. However, it is not suitable for more than a short period of time for most households and is expensive for the 

Council to fund. The aim is therefore to reduce the use of B&Bs and find alternative accommodation options for people sooner. 

 

 

 

 

 

 

 

What’s working well? During quarter four of 2018/19 we started to see a decrease in the average number of households in B&Bs; this improved performance has 

been sustained throughout 2019/20. The target of fewer than 31 households in B&Bs was achieved in quarter three 2019/20 but crept back up above target in quarter four. 

Numbers in B&B throughout 2019/20 is a big improvement on historical performance. 

What are we worried about? The number of children/expected children in all forms of temporary accommodation continues to be regularly above target, 

despite improved performance. This is an indicator that can be affected by a number of large families being accommodated so performance can often be volatile. Reducing 

the number of children in temporary accommodation remains a priority for the service. Homelessness is associated with the operational risk of emergency accommodation 

B&B budget overspends leading to a failure to support people who are made homeless. 

What needs to happen? We are working closely with partners to identify alternatives to B&Bs and will review demands on the service and the service response 

to ensure that we have optimised capacity to meet need. Work with the Plymouth Alliance continues to further understand and develop available temporary 

accommodation to ensure that it can meet the needs of the most vulnerable and complex people without utilising B&Bs. The way in which we deliver services will also be 

affected by COVID-19; we are currently following government guidelines in this area as we aim to ensure that all of our rough sleepers are offered accommodation and all 

placements are with an en-suite as much as is possible.    

How have we done? 31.4 

On average, 3.3 fewer households were housed in B&Bs in quarter four 

2019/20 than in quarter four of 2018/19, which is a decrease of 9.5%. 

Trend rating: Green 

Target for 2019/20: 31.00 

Performance in quarter four is 0.4 households (1.3%) above the target. 

Target rating: Amber 

 

Focus on prevention and early intervention 
Average number of households in bed and breakfast accommodation  

55.0 53.7

42.5

34.735.9
32.8

25.7
31.4

Q1 Q2 Q3 Q4

Average number of households in bed and breakfast 
accomodation

2018/19 2019/20 Target
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What we measure: When a child (or young person) is made the subject of a care order, we have legal responsibility for them. We count a child as a ‘child in care’ 

if they get accommodation for a continuous period of more than 24 hours, are subject to a care order, are accommodated under section 20 of the 1989 Children’s Act or 

are subject to a placement order (adoption). To enable comparison against other authorities, we report the number as a rate per 10,000 children within our authority’s 

population. 

Why we measure it: This indicator helps us to quantify how many children and young people we have a corporate parenting responsibility for and assists us in 

forecasting our resource requirements (e.g. staffing, accommodation and finance). 

 

 

 

 

 

 

What’s working well? Our short-term placement stability is reported at 10.8% at the end of quarter four. This was better than our own target of 12% or less and 

just 0.3 of a percentage point higher than the average for authorities reported as ‘good’ or ‘outstanding’ by Ofsted. 

What are we worried about? The rate of children in care per 10,000 has increased from 81.2 at the end of quarter three to 82.9 at the end of quarter four 

(436 children). Whilst this level is below our statistical neighbours’ rate of 94.4, we remain above the England average (65.0 per 10,000) and the level for authorities rated 

as ‘good’ or ‘outstanding’ by Ofsted (63.0 per 10,000). The number of children in care at the end of 2019/20 was 26 children more than at the end of 2018/19 (up 6.3%). It 

is important to note that increases in the number of children in care have been seen nationally; however we aspire to be in line with good or outstanding authorities and 

aim to do this through effective targeted services, such as the Adolescent Support Team. Provision of suitable placements, particularly the preferred option of ‘in-house’ 

fostering placements, remains challenging. Budgetary pressure primarily caused by some high cost care packages is rated as red (high) on the strategic risk register. 

What needs to happen? An ambitious improvement framework and set of targets in the Fostering Service is beginning to yield a net increase in in-house 

placements. The high cost placement review programme work continues and has shown positive progress. Both work-streams report monthly to the Placement Review 

and Fostering Project groups. The department will be recruiting a Service Manager for the Fostering Service, as well as an interim Head of Service. This will ensure that 

colleagues within the team receive the direct managerial support that they need and the momentum of the service review is maintained.

People feel safe in Plymouth 
Children in care  

How have we done? 82.9 (rate per 10,000) 

An increase of 0.7 from quarter three – this relates to 436 children in care 

at the end of quarter four 2019/20, which is 24 more children than at the 

end of 2018/19. 

Trend rating: N/A 

Target for 2019/20: N/A 

Whilst a decrease is desirable, it is not appropriate for us to set a formal 

target for the number of children that we provide care for. 

Target rating: N/A 

82.4 80.9
79.0 78.279.7 79.1

81.2 82.9

Q1 Q2 Q3 Q4

Number of children in care (rate per 10,000)

2018/19 2019/20 Statistical Neighbour (2018/19)
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What we measure: The proportion of people who use Adult Social Care (ASC) services who say that those services make them feel safe and secure, as measured 

using the annual Statutory ASC Survey. 

Why we measure it: Safety is fundamental to the wellbeing and independence of people using social care, and the wider population. Feeling safe is a vital part of 

users’ experience of their care and support. 

 

 

 

 

 

 

 

What’s working well? Between 1 April and 31 March 2020, 7,048 Health and Social Care assessments and plans were completed by either Livewell Southwest (as 

part of the social care contract) or by the Plymouth Guild (as part of the carers contract). We monitor activity and timeliness of assessments through regular contract 

performance meetings with our providers. Throughout the past five years, the proportion of Plymouth’s ASC service users who feel safe or feel that services they receive 

help them to feel safe has been consistently higher than the England average (86.5% in 2018/19*). *The national figure for 2019/20 will not be published until the autumn of 

2020, although this may be delayed by COVID-19. 

What are we worried about? Performance had declined in the past two years but has improved slightly in 2019/20, with 90% of respondents agreeing that 

social care services they receive make them feel safe. In response to the 2018/19 survey results, an ASC performance action plan aimed at improving outcomes was put in 

place and there have been small increases in performance against this indicator and the ASCOF 4A, which measures how safe people feel in general. We remain concerned 

that the cohort of social care users that feel least safe are those aged 18 to 64 without a learning disability and we will continue to look to improve feelings of safety for this 

particular cohort, as well as all other users. 

What needs to happen? We will continue to monitor social care and safeguarding activity via provider performance and assurance meetings. We will continue to 

ensure that all actions identified within the ASC performance action plan are delivered against. Actions cover activity to be undertaken by the Community Safety 

Partnership and commissioners via contract management and provider forums. 

People feel safe in Plymouth 
Proportion of Adult Social Care service users who feel safe  

How have we done? 90.0% 

Increase of 0.2 of a percentage point from the previous year. 

Trend rating: Green 

Target for 2019/20: 89.8% 

The increase in 2019/20 puts performance at 0.2 of a percentage point 

above the target. 

Target rating: Green 

92.8%

90.1% 89.8% 90.0%

2016/17 2017/18 2018/19 2019/20

Percentage of people who use Adult Social Care services who say 
that those services make them feel safe and secure

Target England
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What we measure: The percentage of Early Years Foundation Stage Profile (EYFSP) pupils in the city who achieve a Good Level of Development (GLD) at the end 

of each academic year.  

Why we measure it: The Early Years Foundation Stage promotes teaching and learning to enable children’s ‘school readiness’ and gives children the broad range of 

knowledge and skills that provide the foundation for good future progress through school and life. 

 

 

 

 

 

 

 

What’s working well? The percentage of pupils achieving a GLD in the EYFSP continues to improve gradually. There was a greater increase in the percentage of 

children eligible for free school meals (FSM) achieving a GLD, from 49.1% in 2018 to 54.9% in 2019. A focus on improving outcomes for children who are vulnerable to low 

achievement through annual visits to settings and schools with funded three and four year olds by the Early Years team is well established. Previous concerns about pupils 

with special educational needs (SEN) have been addressed as 33.2% achieved a GLD in 2018/19, which was higher than national (28.9%) and all relevant benchmarks. 

What are we worried about? Although the gender attainment gap has improved on 2017/18, with 63.2% of boys achieving the GLD in 2018/19 compared to 

61.4% in 2017/18, boys who are eligible for FSM remain vulnerable to low attainment. The gap between boys who are not eligible for FSM and boys who are eligible 

attaining the GLD in 2018/19 was 25 percentage points. The other vulnerable group that remains a concern is summer-born pupils, of whom only 56% achieved the GLD. 

What needs to happen? Early Years Advisory Teachers need to continue to engage with all early years providers to provide support, challenge and professional 

development to ensure quality provision, with a focus on addressing the FSM attainment gap; this is supported by the Plymouth Education Board. The Early Years team will 

continue to support the delivery of a new national initiative, the Early Years Professional Development Programme. This is a two year programme aimed at improving social 

mobility, with a focus on school readiness through improving practitioner knowledge and skills, and outcomes for the most disadvantaged children in Language, Literacy and 

Maths. The Early Years team need to continue to build links with health colleagues through attendance at maternal, infant and child nutrition group meetings, and cascading 

key messages around improving children’s health to leaders and managers of early years settings. Work is underway to co-ordinate our joint response to school readiness.  

Reduce health inequalities 
Percentage of children enabled to become ‘school ready’  

How have we done? 68.3% 

Increase of 0.4 of a percentage point from the previous year. 

Trend rating: Green 

Target for 2018/19 academic year: 71% 

Performance in 2018/19 was 2.7 percentage points (3.8%) below the 

target. 

Target rating: Amber 

64.0%
65.9%

67.9% 68.3%

2015/16 2016/17 2017/18 2018/19

Percentage of pupils achieving a Good Level of Development in 
the EYFSP

Plymouth Target England
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Corporate Plan priorities Key performance indicators Page number 

Providing quality public services 
Customer complaints resolved at first and second stage 26 

Statutory complaints completed within timescales 27 

Motivated, skilled and engaged workforce Days lost due to staff sickness 28 

Spending money wisely 

Spend against budget 29 

Percentage of council tax collected 30 

Percentage of business rates collected 31 

A strong voice for Plymouth regionally and 

nationally 

Offers and Asks 32 

Regional influence 33 

How We Will Deliver 
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What we measure: The proportion of customer complaints that have been closed (resolved) within the timeframe of 10 working days. If customers are not happy 

with the response received to their complaint at Stage 1, they can submit the complaint again to be reviewed by a senior manager – this is known as a Stage 2 complaint. 

Why we measure it: We want our customers to be satisfied with the service that they receive from us. However, when we do receive a complaint, we will seek 

to resolve the issue quickly. Complaints are also used to inform future service delivery where lessons can be learned. 

 

 

 

 

 

 

What’s working well? The number of complaints received reduced from 1,348 in quarter three to 1,064 in quarter four, while timeliness of responding improved, 

with 87.5% of complaints closed within 10 working days in quarter four at Stage 1 and 90.4% at Stage 2. For 2019/20 as a whole, 5,339 complaints were received; this is a 

22.4% reduction on the number received in 2018/19 (6,876). Of even greater note is the decrease in the number of Stage 2 complaints received, from 1,583 in 2018/19 to 

607 in 2019/20. The decrease follows focused work to improve the logging process, performance against service standards and back office processes undertaken to validate 

Stage 2 complaints, as well as to ensure that action is taken as a result of lessons learned from Stage 1 complaint investigations. The proportion of complaints upheld at 

both stages has also reduced when compared to 2018/19. In particular, there has been a reduction in complaints upheld due to services not being delivered, which again 

follows focused work on service standards, primarily in Street Services. As well as a reduction in complaints, 2019/20 saw an increase in the number of compliments 

received from customers, from 430 in 2018/19 up to 478, 336 of which were for the Place directorate (226 for Street Services). 

What are we worried about? Although timeliness of closing complaints has improved in quarter four, this remains below the 100% target. The majority of 

complaints received in quarter four were for Street Services (80.2% at Stage 1; 78.5% at Stage 2), which reflects the picture for the whole of 2019/20 (81.4% at Stage 1; 

81.5% at Stage 2).  

What needs to happen? The Customer Liaison Manager will continue to review customer feedback data quarterly with Departmental Management Teams and 

make departmental specific recommendations for areas for improvement. Departmental Feedback Coordinators will also continue to be provided with regular updates and 

meet quarterly to share best practice. The Customer Liaison Manager is due to undertake the first bi-annual review of the Customer Feedback Policy by 30 June 2020.

Providing quality public services 
Customer complaints resolved at first and second stage  

How have we done? 87.5% (Stage 1) 

Increase of 0.31 of a percentage point from quarter three. 

Trend rating: Green 

Target for 2019/20: 100%  

The increase in quarter four puts performance at 12.5 percentage points below 

the target of 100%. 

Target rating: Amber 

74.65%

86.76% 89.25% 86.64%83.16% 81.12%
87.19% 87.50%

Q1 Q2 Q3 Q4

Percentage of Stage 1 complaints closed within timeframe

2018/19 2019/20 Target
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What we measure: The percentage of Children’s Social Care (CSC) complaints that are responded to within expected timescales (20 working days) and the 

percentage of Adult Social Care (ASC) complaints responded to within a timescale agreed with the complainant. Responses to CSC complaints are dealt with solely by 

Plymouth City Council whilst Livewell Southwest (LWSW) respond to ASC complaints if they were the provider of the services being brought into question. 

Why we measure it: People accessing CSC and ASC services are some of the most vulnerable people in the city. For this reason it is extremely important that we 

respond to complaints in a timely manner. This indicator allows us to assess how well we are performing in this area.  

 

 

 

 

 

 

What’s working well? Between 1 April 2019 and 31 March 2020, 55 complaints were logged as statutory complaints for CSC; this is considerably less than the 107 

that were received in 2018/19 when all complaints were logged against the Statutory Complaints process instead of using the corporate Customer Feedback Policy where 

possible (57 complaints were logged against this policy in 2019/20). The majority of ASC complaints are administered by LWSW. Between 1 October 2019 and 31 March 

2020, 37 ASC complaints were received by LWSW and 100% were resolved within the timescale agreed with the complainant.  

What are we worried about? The percentage of CSC statutory complaints that were completed within timescales in quarters three and four was 25%, which is 

an ongoing concern. On average between October 2019 and the end of March 2020, the percentage of complaints either fully or partially upheld each month is 70.5%. In 

the same period, 35 ASC complaints were closed by LWSW, 28 (80%) of which were either fully or partially upheld. Over the period the highest number of ASC 

complaints related to the values/behaviour of staff or were linked to a breakdown in communication. 

What needs to happen? A senior manager is now co-ordinating complaints for the CSC service. Feedback about the Service Manager's contribution has been 

positive and we expect that the coming months will see improvements in response timescales. With regard to ASC complaints, regular monitoring meetings have been 

established to ensure that a robust process to deal with statutory complaints is in place and that lessons can be learned to improve future service provision.

Providing quality public services 
Statutory complaints completed within timescales  

How have we done? 25% 

There has been no change from quarter three 2019/20. 

Trend rating: Amber 

Target for 2019/20: 95%  

Performance in quarter four was 70 percentage points below the target. 

Target rating: Red 

23%

56%

15%

47%

24%

44%

25% 25%

Q1 Q2 Q3 Q4

Percentage of Children's Social Care complaints closed within 
timeframe

2018/19 2019/20 Target
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What we measure: The average number of sick days lost per full-time equivalent (FTE) employee, calculated as a rolling 12 month average. Sickness data includes 

days lost due to physical and mental ill health, as well as injuries, and both short and long term sickness absences. 

Why we measure it: Sickness figures give an indication of the health and wellbeing of our workforce and should enable managers to implement timely and effective 

procedures to support the needs of employees. Any employee absence has a cost to the organisation and needs to be effectively managed. 

 

 

 

 

 

 

 

 

What’s working well? A new improved, user friendly and business centric Managing Sickness Absence Policy and procedure was implemented from 1 January 

2020, emphasising return to work interviews with employees on their first day back at work. Training workshops were delivered for managers to ensure that they have the 

right skills to manage and support their employees to return to work. Of our 416 managers, 260 have attended the training. The remaining 156 managers who are yet to 

attend a workshop will need to attend the training when it reconvenes (postponed due to COVID-19). We are exploring the options to have this delivered via MS Teams. 

What are we worried about? Sickness and the associated costs remain a concern. The increase to 8.66 days per FTE at the end of quarter four 2019/20 puts 

performance above the target of 7.40 days for Plymouth City Council as a whole. The LGA Local Government Workforce Survey 2017/18 reported an average number of 

days per FTE for sickness absence of 9.2 days for single/upper tier authorities. Whilst we are currently lower than this recently published figure, we have seen an upwards 

trend from the 7.67 days per FTE in 2018/19. It is important to note that the council wide view of sickness absence masks wide variations between different services within 

the Council, with levels ranging between 2.39 and 13.66 days lost in services with more than 20 FTE employees and this is dependent on the size of the teams. 

What needs to happen? The benefits realisation of the new Managing Sickness Absence Policy will not be apparent yet, but should make a difference in 2020/21 

(in normal circumstances). At the appropriate time, Strategic Directors will need to continue to scrutinise sickness absence cases in their areas and ensure that remaining 

managers attend Managing Sickness Absence training when it is reconvened. As an organisation, we will continue to utilise our Occupational Health Service for medical 

advice to support our employees back to work and in the workplace. We will also continue to promote PAM Assist, our wellbeing champions and the Wellbeing Champion 

Network, as well as a number of other supporting services/initiatives. There were a number of initiatives agreed by CMT in January that will need to be revisited due to 

some of the actions not being pursued as a result of the COVID-19 challenges.

Motivated, skilled and engaged workforce 
Days lost due to staff sickness  

How have we done? 8.66 days 

Increase of 0.05 days from quarter three 2019/20, which is an increase of 

0.6%.  

Trend rating: Amber 

Target for 2019/20: 7.40 days 

The increase in quarter four puts performance at 1.26 days (17.0%) above 

the target. 

Target rating: Red 

7.20 7.30 7.55 7.67
8.13

8.60 8.61 8.66

Q1 Q2 Q3 Q4

Average number of days taken as sick leave per full time 
equivalent employee (rolling 12 month average)

2018/19 2019/20 Target LGA
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What we measure: The projected balance remaining against the budget at the end of the financial year, updated monthly.  

Why we measure it: The projection helps to forecast whether the financial position at the end of the year for the Council is likely to be an overspend or an 

underspend on the budget. By reviewing service expenditure and forecasts regularly throughout the year, the expected outturn helps to highlight where corrective actions 

might be required or possible in order to bring spend in line with the budget. 

 

 

 

 

 

 

 
 

What’s working well? The provisional outturn position (subject to external audit review) for 2019/20 is a small overspend of £0.005 million. The outturn position 

needs to be considered in the context of a challenging financial climate and the continuation of the government’s austerity programme with respect to public finances. In 

2019/20, we have managed a £17 million savings programme in addition to increasing service demands and customer expectations. Taking all of these factors into account, 

this is a commendable outturn position. In comparison to 2018/19, the reported overspend before making use of working balances was £1.117 million. This year represents 

an improvement and the small £0.005 million balance will be drawn from the Council’s working balance. 

What are we worried about? The impact of COVID-19 has had an impact on the financial performance of the Council, albeit the latter part of March 2020.   

However, its impact and consequences on the future financial position and reporting cannot be underestimated. There is also an increasing financial demand on Children’s 

Services to consider, which is seen nationally and is a culmination of rising demand, complexity of care, rising costs and the availability of suitable placements. Spend against 

budget is associated with a strategic risk of being unable to deliver services within the envelope of the resources provided, which is currently RAG-rated as red. 

What needs to happen? The 2020/21 budget has already made provision to replenish reserves as part of a planned approach over the next three years.  

Members and officers are working closely to assess the full year effect of COVID-19 and monitoring arrangements have been put in place to capture all costs related to the 

pandemic. These will be reported formally to Members as part of the planned monitoring of the Council’s finances and a revised budget for 2020/21 will be submitted to 

Full Council later in the year. Within Children’s Services, colleagues continue to keep the pressure on going into the new financial year by continuing with their actions to 

address the pressure in the system.

Spending money wisely 
Spend against budget  

How have we done? £0.005m 

The final outturn is £2.278 million lower than at the end of quarter three. 

Trend rating: Green 

Target for 2019/20: £0.000m 

As the target is for spend to be equal to the budget, we ended quarter 

four of 2019/20 at £0.005 million above the target. 

Target rating: Amber 

£2.882

£5.192

£1.323 £1.117

£3.953
£3.466

£2.283

£0.005

Q1 Q2 Q3 Q4

Forecast year end variation spend against budget (£m)

2018/19 2019/20 Target
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What we measure: The percentage of council tax collected – this is a cumulative measure. 

Why we measure it: The percentage of council tax collected shows whether or not the Council is on track to collect all council tax by the end of the financial 

year, which contributes to the amount of money that the Council has available to spend on its services. 

 

 

 

 

 

 

 

 

What’s working well? Performance has been relatively stable for this indicator, with the percentage of council tax collected by the end of 2019/20 being slightly 

lower than the percentage collected by the end of 2018/19. In monetary terms, £130.141 million of council tax had been collected by the end of quarter four, which is 

96.44% of all council tax that is due to be collected for the year; this compares to 96.78% at the same point last year. We monitor the council tax collection rate formally 

once a week in our performance meetings and informally on a daily basis. The end of year target of 98.5% relates to the total collected as billed and runs into the next 

financial year (2020/21). The total amount of council tax that needs to be collected has also increased by over £1 million since the beginning of this year. 

What are we worried about? The amount of council tax collected by the end of the year was slightly below the proportion collected by the end of 2018/19. 

The end of quarter four saw the beginning of lockdown measures as a result of the COVID-19 pandemic, including huge redundancies across the city. We are extremely 

concerned about residents’ ability to pay council tax in 2020/21, alongside a decision to stop all forms of recovery at the start of lockdown to avoid adding additional 

pressure on Plymouth households.   

What needs to happen? We will continue to monitor all aspects of recovery action to ensure that we maximise the collection rate in the face of continuing 

economic challenges, in particular the impact of COVID-19. We continue to closely monitor any accounts that are in debt and work with advice agencies across the city to 

support customers who are struggling to pay.

Spending money wisely 
Percentage of council tax collected  

How have we done? 96.44% 

The proportion of council tax collected is 0.34 of a percentage point less 

than the proportion collected by the end of 2018/19. 

Trend rating: Amber 

Target for 2019/20: 98.50% (cumulative target) 

Performance for quarter four is 2.06 percentage points below the end of 

year target of 98.50%. 

Target rating: Amber 

28.05%

54.82%

82.26%

96.78%

28.14%

54.96%

81.82%

96.44%

Q1 Q2 Q3 Q4

Percentage of council tax collected
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What we measure: The percentage of National Non-Domestic Rates (NNDR) collected against the amount due to be collected.  

Why we measure it: NNDR is more commonly known as ‘business rates’ and charged on most properties that are used for non-domestic purposes, for example 

shops and offices. The collection of business rates represents approximately 61% of the Council’s overall income (2017/18) so it is important that the collection of NNDR 

is monitored.  

 

 

 

 

 

 

What’s working well? The final collection rate as at 31 March 2020 was only marginally below the target of 99.0%. The team were due to spend the month of 

March chasing final payments by proactively telephoning ratepayers with large balances and ensuring that the instalments due during March were paid and allocated to the 

accounts before the end of the month. Unfortunately, this work had to stop following the budget on 11 March and subsequent announcements regarding the grant scheme 

and changes to the relief schemes. The grant scheme has also served as an effective review of those in receipt of small business rates relief. 

What are we worried about? The coming financial year will be a relatively unknown in terms of business rates collection. Changes to the relief system has 

removed half of the rates to be collected; this is now covered by relief so we will receive full funding from the government. Monthly collection rate comparisons will also be 

difficult as the decision was taken to not collect rates in April and May and allow customers to pay from June to March 2021 instead. We still do not know if customers will 

face difficulties in paying their rates this year in light of the COVID-19 crisis. All retail and leisure businesses will receive 100% relief this year, leaving mainly public sector, 

industrial/manufacturing, and office-based businesses to pay business rates in 2020/21. Immediate cost pressures and reduced income levels are currently being assessed. 

What needs to happen? We will closely monitor the level of non-payment to identify any trends. The recent grant exercise has also highlighted a number of sites 

in the city where we possibly do not have all rate payers/properties on the rating list. Once the current crisis has eased, it is our intention to review these sites by visiting 

and ensuring that all businesses are registered for business rates.

Spending money wisely 
Percentage of business rates collected  

How have we done? 98.97% 

Decrease of 0.05 of a percentage point from the same period last year. 

Trend rating: Amber 

Target for 2019/20: 99.0% (cumulative target) 

Performance in quarter four is just 0.03 of a percentage point below the 

end of year target of 99.0%. 

Target rating: Amber 
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What we report: This is a narrative update on progress made regarding our ‘Offers and Asks’ for the last six months of 2019/20. 

Why we report it: The Offers and Asks is our way of influencing the government on what we need for the city. The ‘Asks’ are updated regularly and are used to 

advise and inform Plymouth’s three Members of Parliament (MPs). A multi-disciplinary approach draws in knowledge and experience from across the local authority. It is 

this approach that ensures that we have the best intelligence to enable us to identify key issues, in particular any impacts on local services. 

What’s working well? Achievements over the past six months include successful meetings with the Permanent Secretary at the Department for Education (DfE) 

on improving the education system, as well as conversations with the DfE and Ministry of Housing, Communities and Local Government (MHCLG) in relation to the high 

costs associated with Children's Social Care. Plymouth was the first local authority to secure an on-site meeting to discuss funding challenges and future requirements of 

Children’s Social Care as part of the Comprehensive Spending Review. We also secured an ‘in principle’ agreement for £2.3 million funding for North Prospect 

Regeneration Phase 4 and were allocated an additional £51 million in the March budget from the Transforming Cities Fund for transport improvements across the city.  

Since the country started to see the devastating effects of the COVID-19 pandemic arising in March, the focus of the Council’s public affairs activity has shifted toward 

raising vital issues with the government to seek corrections on national policy and plug gaps in the support measures introduced. We have been in constant dialogue with 

ministers and senior policy-makers to make sure that the city has what it needs to deal with the challenges. We have been proactive in representing the voice of Plymouth 

to government through weekly calls with the Local Government Association (LGA) and ministers, including the Shadow Minister for Local Government and the Leader of 

the Opposition; writing letters to the Prime Minister and Cabinet Ministers on a wide range of COVID-19 related topics; organising weekly meetings with local business 

leaders and representative organisations, including the Chamber of Commerce, the Federation of Small Businesses and Plymouth Manufacturers’ Group; and working 

through South West councils to gather evidence, share information, and highlight common issues. Public affairs activity in March focused on urgent support for Plymouth 

businesses and industry, the availability of PPE, public health allocations and financial support for the Council where income has been reduced.   

In a series of letters, the Council has continued to raise the concerns of small and medium sized businesses in the city who fall outside of the various business support 

measures that the Chancellor has put in place. We have also provided specific examples of where there have been gaps in these schemes. There have been some positive 

results, where the government has announced updates to fill the gaps that we have helped to highlight.  

We have continued to raise concerns over the availability of PPE for front line staff, in particular for both adults’ and children’s social care staff. We have also expressed 

concerns to the Secretary of State for Health and Social Care at Plymouth’s inadequate public health funding allocation in a time of increasing demand and challenge for the 

services commissioned through the public health grant, and in a city where our local population face increasing health needs and persistent health inequalities. 

What are we worried about? We are continuing to monitor the situation in relation to the COVID-19 pandemic to ensure that risks to health are reduced, as 

well as preventing business failures and avoiding unnecessary hardship for the vulnerable. We will continue to highlight to government where national policy decisions are 

negatively impacting on businesses, communities and local authorities, particularly as the country looks to emerge from the lockdown measures, to re-start services, and to 

re-boot the local economy. Coupled with the pandemic, the deadline to ask the EU for an extension to the Brexit negotiations is the 30 June. Reducing the impact of Brexit 

on the city remains a priority and we are working hard to ensure that risks are mitigated. 

What needs to happen? As we head into 2020/21, we will continue to monitor the situation in relation to the COVID-19 pandemic. As we gradually adopt a 

‘new normal’ way of working as a council, city and country, we will refresh our ‘Offers and Asks’ to identify opportunities to influence policy and to use the parliamentary 

mechanisms that are available.

A strong voice for Plymouth regionally and nationally 
Offers and Asks  
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What we report: This is a narrative update on progress made during the second six months of 2019/20 regarding our work with partners and neighbouring councils, 

as well as how we promote our regional leadership role. 

Why we report it: We need to ensure that our area has a strong voice with government and does not lose out on any additional powers or devolved funding 

opportunities that other parts of the country have benefited from. As the largest urban area in the South West Peninsula, it is natural that Plymouth plays a leading role in 

promoting the region with government. 

What’s working well? The Chief Executive of Plymouth City Council is the programme lead for the Heart of the South West (HotSW) partnership, which 

involves working alongside all of the councils in Devon and Somerset, the two National Parks, the Local Economic Partnership, and Clinical Commissioning Groups. The 

HotSW Joint Committee continues to raise the profile of the area with government, which in turn provides more opportunities for Plymouth to benefit from closer 

engagement with ministers and senior civil servants. 

In the lead up to the national election in December 2019, the Joint Committee, working with the Local Enterprise Partnership, started to once again consider the potential 

to establish a combined authority. This was triggered by the government’s commitment to publish a Devolution White Paper, originally scheduled for June, now expected in 

September. The government’s stated intention is to ‘level-up’ powers across England, and combined authorities are seen as the preferred governance model for this.  

The HotSW draft Local Industrial Strategy was also developed to a point where it was ready to publish. This included joint editing and finalising with the Cities and Local 

Growth Team that works across the Business, Energy and Industrial Strategy department of the Ministry of Housing, Communities and Local Government. Plymouth played 

a key role in overseeing this, working closely with civil servants. 

What are we worried about? Councils within the HotSW Joint Committee need to develop their stance ahead of the publication of the government’s 

Devolution White Paper in order to pre-empt any implications and maximise opportunities. There is still a concern that government will insist on areas having directly 

elected mayors as part of any devolution deal; this has not been acceptable in the past to HotSW councils. The primary concern is to ensure that the South West, including 

Plymouth, takes full advantage of the devolution agenda to draw down new powers, take control of funding streams, and benefit from investment to the same degree as 

other areas of England. 

What needs to happen? Due to the impact of the COVID-19 pandemic, the March meeting of the Joint Committee was cancelled and work behind the scenes in 

developing the partnership’s stance on devolution was paused. Much of the response to the pandemic is led and coordinated through the Local Resilience Forums, which do 

not cover the same geography or grouping of councils as the Joint Committee. This has meant that the Joint Committee as a forum has not had a specific role in responding 

to the pandemic during this period. However, more recently, work has commenced on a HotSW Economic Recovery Plan and the June meeting of the Joint Committee will 

be convened to consider this, as well as to continue the discussions to prepare for the government’s Devolution White Paper. 

 

A strong voice for Plymouth regionally and nationally 
Regional influence  
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This report was produced by the Plymouth City Council Performance and Risk Team. For further information, please contact: 

Rob Sowden 

Senior Performance Advisor 

Chief Executive Office 

Plymouth City Council 

Ballard House 

West Hoe Road 

Plymouth 

PL1 3BJ 

 

Robert.Sowden@plymouth.gov.uk 
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