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Q3 corporate performance update comprises two elements:

e Thisupdate reportwith corporate overview and performance narratives from each directorate
arranged by strategicpriority of the Islington Together Plan (original version).
e Scorecards of all performance indicators by directorate are appended.

Followingarequestatthe last update, more narrative has been put againstidentified themes
affecting performance to enable cross-cuttingissues to be explored for performance improvement.
Q2’'s themes continue for Q3, with ‘IT challenges’ identified as anew shared issue for Q3.

There continuesto be an increase in homelessness presentations due to a combination of domestic
abuse, the cost-of-living crisis and properties being in disrepair (damp/mould/condensation). The
numberof householdsintemporary accommodationis at 990, overtakingthe previous high of 971 in
August 2021. The numberof householdsin nightly booked accommodation has alsoincreased this
quarterto 537. Thisincrease isdue toa number of factorsincluding asignificantincreasein
homeless approaches due to domesticabuse, peopleasked to leave friend and family homes and
the cessation of private tenancies; amarkedincrease in ‘agreed’ statutory homeless cases forwhom
the council would need torehouse into social housing; and areduction in social housing availability
in contrast to the previous year, leadingto a reductionin throughputand highernumbersin nightly
paid accommodation.

Adult Social Care has been focussing on managing the demand at the front door. During the
pandemicthe service saw anincrease in demand, safeguarding concerns and admissions to care
homes. Since then, focused improvement work on the front door, includinganew design and
training, has enabled usto deal with the increase indemand. Despite thisincreasein demand, the
actual figuresforresidents we support with longterm packages of care hasn’tincreased atthe same
rate, instead we have seenanincrease insignposting. Thisindicates that the early intervention and
supportin place at the frontdoor is enabling people to remainindependent.
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The numbers of Unaccompanied Asylum and Separated Children presenting has slowed to asteady
rate butis still high.

Backlog of outstanding homeless decisions stands at just under 300 with 70 over 56 days. This
performance hasimproved, butfurtherimprovements are required. Animprovement planis being
implemented to go through the backlog of homeless decisions which includes, staff working
additional hourstoincrease the number of decisions reached.

There isa significant shortage in supply of family size TA units - leadingto the increase in hotel
bookings—currently 20 householdsin hotels at significant cost implications.

Lettings to transferring tenants is below target. The service continues to focus on under occupiers
to release larger properties for households that need them and encouraging social housing tenants
to considerthe mutual exchange schemetoincrease the lettings to those seeking atransfer. [t will
be challengingto achieve the targetfortwo reasons: Firstly, the substantial savings targetto reduce
the use of nightly paid temporary accommodation. This means the number of lettings to statutory
homeless households will be increasing from 36% to 40% which will impact on lettings to those
transferring. Secondly, the overall yearly reduction in the number of social housing properties
available tolet. There has beenyearonyearreductionsinavailable lettings and this will place
additional pressures on residents seeking alternativeaccommodation.

The quality of homes including management of damp and mouldis a key focus and challenge forthe
department.

Stage 1 complaints continue toincrease (Q3 up on Q2 by 19%) due to the increase in complaints
received by Homes and Neighbourhoods (Q3up on Q2 by 33%). Homes and Neighbourhoods
continue toshow an upward trend of stage 1 complaints upheld and partly upheld (Q3up on Q2 by
18% compared with increase across council of 7%). Delaysin respondingto Stage 2 complaints.
There are 138 stage two complaintinvestigationsin the backlog at the end of Q3. 100 are for Homes
and Neighbourhoods.

Subject Access Requests (SARs) have seenimproved completion rates within targettime yetthereis
still some way to go to ICO target (90%). Only Children’s Services were unable to complete SARs to
target this quarter, continuingtoreceive the highest (over 50%) and most complex requests. The
council has been monitored by the ICO twice fortimeliness of responses and during the onsite ICO
auditin 2015 the council’s approach to SARs wasreviewed and the ICO were critical of our
compliance. Continued failure to meet this target puts the council at risk of further monitoring which
couldresultina publicreprimand fromthe ICO or an enforcement notice beingissued (failure to
comply with a notice can resultin a fine of up to £17,500,000).

Continuing challenges around responsetimes for calls to Access Islington.

The overall downward trend in household recycling rates may be attributable to the economic
downturn (both recycled and residual tonnages are down) as consumption patterns shiftand
plausibly participation and engagementis depressed, as well as push on commercial recycling
affecting NLWA non-household apportionment.



The Sobell flood in August and the Ironmonger Row Baths Spa closure continue to affect leisure
visitornumbers.

Gathering data from Islington Working partners on employment sub-targetsisan ongoing
challenge. Whilst we can encourage partnersto collectand report data on target groups, we cannot
mandate it. Thisis particularly impacting data on parents supported into work, which continues to
be below target. Anecdotally, we are aware that partners are working with parents. However, some
partners have raised concern that collecting data on parental status could be seen as discriminatory.
We are working with our Anchor Institution network to identify how to address this gap inreporting.

The number of young people supportedinto employmentis below target, though animprovement
on performance atthe same pointlastyear. One challenge being faced ata local, regional, and
national levelis successfully engaging with young NEETs. The council is working more closely with
youth providers and partners such as the Departmentfor Work and Pensions (DWP) toimprove
cross referrals and ways of working, and the Youth Employability and Skills (YES) team has expanded
its outreach activity to include NEET hot spots.

Take up of Childcare Bursaries continuesto be below target. Spend to date at the end of Q3 was just
under £65k, againstan annual target of £160k, though take up improvedin Q3. Amid-yearreview
has been undertaken toidentify barriers and opportunities and a set of actions to promote the offer
and extend criteria has been agreed which we hope will lead toimproved take upin Q4 and beyond.

There are still delaysinthe court process due to the Pandemicand children are stayingin care
longer.

Number of library visits remains lowerthan profiled targets for the quarters.

There are a number of critical digital systems in the council that are at end of life and difficult to
replace. Some are well underway (My eAccount to Digital Experience Platform) while others are just
startingand/orin planning(Call centre telephony, Customer Relationship Management, and
website. These systems will continuetoimpact performance for residents until replaced.
Replacement will necessarily require significant process redesign forresident-facing services.

The CareNotes data entry systemthat Camden and Islington Foundation Trust (C&I) use was subject
to the national cyberhack last quarter (August) and is no longeravailable. The Trust, the safeguarding
hub and Islington Council are working closely together to ensure that practice continues and that
alternative methods are putin place.

The drug and alcohol treatment service has experienced severe outage issues with their case
management system, which has resulted inincomplete data being submitted and on the reporting of
performance indicators this quarter. This may therefore be afactor contributing to the reductionin
reported performance in Q2.

Although not due to be completed by 2025 the digital switch will need be factored into future
thinkingand governance. Approx. 900 alarms are goingto need changing whichis a substantial
number of our current offer. Department of Health are currently putting togethera guidance paper
on managingthe switch. Islington Digital Services have been prompted of the switch to ensureiitis
factored into their planning but due to the potential risk to residents this needs to be raised at
appropriate boardsin ASC.



Q3 forecast net overspend of £5.6m — a deteriorationin Q2 the position of (-£2.9m).

Widerevents affectingthe national economy, including high inflation and interest rate rises, have
ledto a significantincreaseto the cost of building newhomes. Thisisin addition to existing
challengesfaced by councilsin building much needed genuinely affordable homes, including alack of
governmentfunding. We are working to secure efficiencies through the design, procurement, and
delivery of the new build programme, while not compromising the quality of the homes built.

Current forecast of 22/23 parking income against budget has dropped to 96%, mainly due to £2.2m
downturnin projected suspensionsincome as expected orders from amajor customer (G network)
unlikely to now materialise as they are facing financial difficulty.

Whilst the availability to the council of technology skills is improving, some specialist and in-demand
skillsare still in short supply and availablethrough expensive contract staffing.

External recruitment to apprenticeships tothe council is a challenge, with 19recruited so far this
yearwhichis lowerthan previousyears. Thisisaresult of limited salary budget, but we have a
steady flow of opportunities being put forward. That said, FUSE apprenticeships are strongandon
track to be higherthan previousyears.

Key findings from research by Shelter on the experience of living in temporary accommodation:
Householdsin Islington appear more likely to struggle to cover TA costs and fall behind on payments
compared to the average; Islington households seem more likelyto spend more on childcare asa
resultof livingin TAthan those in otherlocal authorities and also seem more likely to lack adequate
internetaccess for studying, and more likely to have to move schools multiple times. Other areas of
TA impactincluding on health, education and relationships.

Debt cases comingthrough Shine are more than double the numbercomparedto 21/22.

Employmentrates for residents we support with a learning disability decreased in Q3. Employment
rates were impacted by the pandemicand the cost-of-living crisis could furtherimpact employment.

The main causes of sickness absence in the Council forthe rollingyearto Q3 continued to be mental
healthrelated, Covid 19 (down slightly from Q2) and musculoskeletal issues.

The number of young people supported into employment is below target, though an improvement
on performance at the same pointlastyear. One challenge being faced ata local, regional, and
national levelisthat more complex needs are beingidentified by practitioners, with anincreasing
number of young people citing social, emotional, and mental health challenges as their primary
barrierto employment post pandemic. In response, the council has also commenced aknowledge
exchange project with University College London (UCL) which will look in detail at the impact that
the pandemichas had on the mental health of young people and theirability to access positive
employment, education, and training outcomes. The recommendations of this research will support
an enhanced and improved person-centred offerto vulnerable young people.

There was strong mediainterestin cost-of-living stories, and the council’s cost of living campaign led
to two BBC interviews with the council Leader for Warm Community Spaces. The Leaderalso
appeared on BBC Radio 4’s Today Programme speaking about why Islington gives free school meals
to all primary school pupils.



There was extensive mediainterestin damp and mould issuesin Islington’s council homesin
Novemberand December afterthe tragicdeath of Awaab Ishakin Rochdale. As well as several local
cases highlighted in Islington media, there was extensive national coverage of campaigner Kwajo
Tweneboa’s social mediastory about a family livinginadamp home in Islington. In December there
was also media coverage whenthe Housing Ombudsman announced an investigationinto Islington’s
record of dealing with mould and damp complaints.

There was positive and extensive coverage of the council’s Young Black Men and Mental Health
initiative, to supportyoung Black men and boys with their mental health and improve life
opportunities, which launched in November. Thisincluded The Guardian, BBC, ITV and more.

3. Performance narratives by Strategic Priority

Contents
CHILDREN AND YOUNG PEOPLE HAVE THE BEST START Children’s services / Fairer Together
EVERYONE HAS A PLACE TO CALL HOME Homes and Neighbourhoods

LOCAL ECONOMY AND BUSINESSES IN A THRIVING LOCAL Community Wealth Building /
ECONOMY Children’s Services / Environment

CLEANER, GREENER, HEALTHIER BOROUGH Environment/Public Health / Adult
Social Care/ Fairer Together

COMMUNITIES FEEL SAFE, CONNECTED AND INCLUSIVE Homes and Neighbourhoods /Adult
Social Care
TEAM ISLINGTON / ORGANISATIONALHEALTH Resources/ Fairer Together

CHILDREN AND YOUNG PEOPLE HAVE THE BEST START

(Children’s Services and Fairer Together)

Corporate objectives:

e Make sure young children get the best start

e Always keep children and young people safe and secure and reduce the number of children
growing up in poverty

e Ensure our schools are places where all young people can learnand thrive

e Make sure feweryoung people are victims or perpetrators of crime

Recent successes:

e Percentage of 2-yearold places taken up by low income families, children with Special
Educational Needs or Disabilities (SEND) or who are looked afterin Autumn term was higher
than the same period lastyear. This was at 76% compared to 70% previous Autumntermandis
well above ourtargetset withinthe Education Strategy.



Bright Start registration figures continue toincrease. In Q3 0-4 registration was 4.6% and the
increase forunder 1s was 28% in line with the introduction and embedding of the new birth
automaticregistration process.

On track to deliverthe target number of outcomes for the Supporting Families Programme for
the year. Confirmation received from DLUHC that Islington will retain its Earned Autonomy
Status giving us more autonomy and upfront funding.

Information Governance arrangements around data sharing with the Police were resolvedin
Q2.In Q3, we are in the process of our first share of Supporting Families data sharing with the
Met. This should enable ustoidentify more families that could qualify forthe Supporting
Families Framework’s criteria, and fulfils an action set for us by the DLUHC.

Number of Children Looked After ceasingto be looked after continuestoimprove and notonly
because of aging out. Care Proceedings are finally ending. Children’s Social Care ensuresthe
childis safe before goinghome orto families with thorough assessments taking place.

The number of Care Proceedings has reduced by 47% to 44 as opposedto 83 lastyear, thisis
due to intensivework forexample through ASIP, Family Group Conferencing.

Successful bid in the VRU — Nurturing and Inclusive Schools programme — 10 Islington schools
have beenidentified to take part. This will bring a significantinvestmentto Islington as we are
part of a 3 million pound investment across 7 local authorities. The 10 schools will benefit from
training, leading to national accreditation as nurturing schools.

The local authority has received positive feedback from the DfE on our self-evaluation
framework on the new statutory school attendance guidance that takes effect from September
2023.

The SEND service continues to support 3 local authorities as part of the national partnersin
practice programme

Islington's national ranking for permanent exclusions in secondary schools has improved from
111/151 to 17/151 since 2016 —2022. This equatesto 210 pupils placedin alternative provision
in 2016 to 27 pupils placed in alternative provisionin 2022.

Positive outcomes for secondary assessment outcomesinclude:

o Key Stage 4 Attainment 8 outcomes are above the national average forthe firsttime in
the last 3 years

o Key Stage 4 disadvantaged pupils, pupils with SEN supportand Somali children had
better Progress 8 scoresthan their national counterparts.

o Key Stage 5 there are improvements across many measures, particularly pupils eligible
for FSM achieved an average grade of B- while nationally the average was C+.

Positive outcomes for primary assessment outcomes include:

o Phonicsat Year 1 more pupilsfromthe Other Black (84%) ethnicgroup metthe
expected standard thaninany other monitored ethnicgroup.

o Phonicsat Year 2, 85% of pupils eligibleto FSM achieved the expected standard which
ranked us joint 4th inthe country and 78% of pupils with SEN support which ranked us
3rd.

o Key Stage 1, all the monitored groups did betterthan their national counterparts,
notably those with SEN support, exceptfor OtherBlackin Maths and Black Caribbeanin
Writing.

o Key Stage 2 combined outcomes (RWM) at the higherstandard rank Islington 5/11
against our statistical neighbours, 12/33 against London and 14/152 compared to
national.



o KeyStage 2(RWM), a higherproportion of Islington pupils eligible for FSMachieved the
expected standardinall subjects compared with national averages.
Number of first-time entrants into the Youth Justice System in Q3 was betterthan same period
lastyear.
% of repeat offenders was at 6% whichisa recordlow for Islington.
Number of residents engaging with community activities is high and above the profiled target.

Key Issues

The population of childrenunder5in Islingtonis decreasing yearonyear. Therefore, we are
seeingadrop in the number of children eligible for free entitlement and children accessing
nursery provision. Thisis being monitored as take up directly affects funding and sustainability of
EY settings.

The numbers of Unaccompanied Asylum and Separated Children presenting has slowedtoa
steady rate but isstill high.

There are still delaysinthe court process due to the Pandemicand children are stayingin care
longer.

The YJB have introduced ten new performance indicators for the Youth Justice Service in
additionto our existing KPIswhich willcome into effectin the 2023/24 FY.

Number of library visits remains lowerthan profiled targets forthe quarters.

Focus going forward

The Bright Start Strategy will be launched in April. Work is currently underway to finalise with
partners and sign off at the Maternity and Early Childhood Partnership Board.

Family Hubs and the Start for Life offer will be launched in April. The firstsite to go live will be in
Central locality aswell asthe online published offer.

From March 2023, Supporting Families data will be used toidentify children and families known
to Early Help and Social Care colleagues so that targeted support can be provided for the most
vulnerable families by Islington’s Family Information Service (FIS)
Focused workis taking place with our Family and Friends foster Carers to encourage themto be
theirfamily member’s Special Guardian ratherthan theirfostercarer.
The Education Plan outlines an ambitious journey forall Islington schools. A particularfocus of
the planis to address disproportionality. All outcomes will be scrutinised through thislens.
Supporting primary schools to use school led tutoring more effectively toimprove outcomes at
Key Stage 2.
Finalise targeted attendance meetingsin schools priorto September 2023
The introduction of the Islington Professional Partners will provide additional supportand
challenge inorderthatindividual pupils are making accelerated progress from KS1—KS2.
Review and enhance supportforschools with fewest number of Y11 students progressinginto
post-16 provision.
Work across services toimprove support for EHE cohort, particularly atY11.
Continue to work with Capital City College Group to reduce the numberof Y12 drop-outs.
Supportschoolsand settings to enable more children achieve the Good Level of Development at
the end of Reception.
Implementation of the revised key performance indicators. The YJS and performance team are
awaiting guidance and training from CACl on how this information willbe recorded and reported
on from the ChildviewMIS. The new indicators coverthe following areas:

o Suitable Accommodation



Education, Trainingand Employment

Special Educational Needs and Disabilities /Additional Learning Needs
Mental Healthcare and Emotional Wellbeing

Substance Misuse

Out of Court Disposals

Links to Wider Services

Management Board Attendance

Serious Violence

o Victims

We are workingto promote the library service andin particularincreasing awareness of the
service offeramong community groups and local organisations. Staff attended the cost of living
eventsrun by HOYD and Octopus. Presentation given to Age UK full staff meetingonthe service
and possibilities for partnerships.
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Resident view

e Pupil Services received six complaintsin the reporting period which all related to Special
Educational Needs and Disabilities (SEND), including provision of Education and Health Care
Plans (EHCPs). Three of these complaints (50%) were partially upheld after completing stage
one of the process. One complaint which was not upheld at stage one has been escalated by
the complainant to stage two, meaningitis now with the Chief Executive’s teamtoreview
and theirdecisionis pending.

e Libraries and Heritage received 16 complaintsinthe reporting period. The majority of these
(15) were eitherupheld (12) or partially upheld (3) and only one was not upheld. Most
complaints were about the quality of the publiccomputers and staff conduct. The service
provider has now updated the publiccomputerstothe latest Windows 10 release andto a
faster processing speed and are alsoin discussion about replacing the old stock of PCs. Where
staff conductis concerned, library managers have been asked to remind all staff of expected
staff conduct.

e The Cultural Enrichment team received one complaint, which related to film licencing on
residential streets. This was partially upheld due tothe issues around a particular film crew,
but we did not agree toa ban onall filming, which the complainant had requested.

e Bright Start received one complaint concerningadelayinreceivingarefundforchildcare
charges. Thiswas upheld.

e 9unsolicited complimentsfor children’s social care were received from akinship carer, foster
carer, CAFCASS, NSPCC, IRO and parents from across the service showingtheirappreciation of
the services provided - from CIN teams Finsbury, Hornseyand Barnsbury, CIN provider
(AMASS), Pause and Fostering.

e 23 complaints were received for children’s social care - 20 x Stage 1 complaints and 3 x Stage
2 complaints. Of which 4 (17%) complaints were upheld, 4(17%) complaints - partially upheld,
8 (35%) complaints - not upheld, 4(17%) complaints - no furtheractione.g., the issuesraised
withinthe complaint were in court, there was an ongoing police investigation, orthe
complainantreferredtoourinsurers and 3 (13%) complaints (all Stage 2s) remain
outstanding. Of the complaints upheld and partiallyupheld, 8 (35%) were in relation to staff




behaviour/attitude, communication, no responseto previous communication, finance and
placement. Duringthe Quarterfeedback from Practice Week which took place in November
2022 inSafeguarding and Family Support Services was analysed and the following was found:

o SeniorManagers were able to seek feedback from 42 families. Auditor’s feedback
came from parents, young people and carers. Auditors asked 8 questionsin total. The
findings were overwhelmingly positive and demonstrate the implementation of the
elements of Motivational Practice, 98% felt theirsocial worker was respectful and
that 98% understood why a social worker wasinvolved with their family. 84% felt
theirsocial workerhelped them, 4% felt they were partially helped and 9% did not
feel they were helped with 2% stating they did not know. When asked if the
intervention made adifference totheirlife 69% said it did, 9% said it did not, 7% felt it
was partially helpful, 13% did not know and 2% were not applicable.

o Familiesfeltthings were made safer with asocial workerin 76% of the feedback and
76% also agreed thatthings neededto change and how things could be betterfor
theirchildren. Almost all the feedback said theirsocial worker had strengths (96%)
and when asked if the social worker could do things better this provided the most
varied responses. 31% felt they could do things better, 58% said no, 25% partially felt
they could do things betterand 9% did not know.

80% of survivors of domesticabuse felt saferafterreceiving support from Islington VAWG
services comparedto 66% in London and 67% nationally. (DA Commissioners Report A
Patchwork of Provision, November 2022)

Two service users from the Youth Offending Service provided some positive feedback:

“After counselling | feel rejuvenated and I feellike | have come to terms with things
so | feel refreshed forthe week ahead. It has helped me to understand what | have
been through from a different perspective. It has helped me come to terms with
things and how | can move forward. Having the space where | can openly air what |
haveinternalised throughoutthe week.”

“I wouldn't have been able to do it withoutthe services | was referred to. | was first
referredto TYS (Targeted Youth Support) and I'm so gratefulthey didn't give up
trying to contact me, because withoutthem | wouldn't be wherel am now in terms
of my housing process. | wasn’teasy to geton the phone, solcan’tthank them
enough. They then referred me to Wipers and my support worker who really helped
me throughit. | have a knack of getting anxious and so in some situations | can be
easily overwhelmed but having someone who didn't sugarcoat things and told me
things for what they were was something so needed in trying to navigate a situation
like this.”

School Support and Information Services received positive feedback from aschool for their
supportin managing IslingtonCsS, ourschool services hub:

“You and yourteam do a fantasticjob with communication and online training
services. As stated in my previous emailthe YouTube videos and guidance you
provided on IslingtonCS was very useful.”

The Library Service continued receive very positive feedback about the library staff and the
Summer Reading Challenge thattook place in the previous quarter.




EVERYONE HAS A PLACE TO CALLHOME
(Homes and Neighbourhoods)

Corporate Objectives:

Increase the supply and choice of genuinely affordable homes
Preventhomelessness and support rough sleepers

Ensure effective management of council housing

Recent successes

In February 2023 we will have 11 projects onsite and three projects at Wedmore Estate, Telfer
House and Charles Simmons House are all due to complete inthe next 2 months, deliveringa
total of 75 much needed new councilhomes, these schemes will contribute tothe 2018 — 2022
completions target, and the 22-23 performance reporting.

A pioneering net-zero carbon project at Vorley Road has been granted planning permission and
will deliver 37 new homes built to Passivhaus energy performance standard, helping to tackle
the housing crisis, climate emergency and rising energy costs.

A planningapplication has been submitted fora project at Bemerton Estate, that will deliver 43
new council homes. These homes will now count towards the target of 750 new council homes
starting on site between 2023 and 2027, and the 23-24 performance reporting.

There are an additional 5 new housing projects at the feasibility and design stage thatare
currently being reviewed.

In Q3 the percentage of homeless decisions made within 56 days (the target timeframe)
improved by 1% from the previous quarter, despite experiencing asignificantincreasein
demand.

Cumulative number of homeless preventions are increasing but will require afurther 203
preventions to meettarget of 850.

Percentage of repairs fixed first time remains above the target of 85% although has dropped
from90% in Q2 to 87% in Q3.

Key challenges

Wider events affecting the national economy, including high inflation and interest rate rises,
have led to a significantincreaseto the cost of buildingnew homes. Thisisin addition to existing
challengesfaced by councilsin building much needed genuinely affordable homes, including a
lack of government funding. We are working to secure efficiencies through the design,
procurement, and delivery of the new build programme, while not compromising the quality of
the homes built. These external conditions are impacting our ability to bring some projects
forward and to meet our 22-23 performance targets.

There continuestobe an increase in homelessness presentations due to a combination of
domesticabuse, the cost of living crisis and properties beingin disrepair (damp/ mould/
condensation).

Backlog of outstanding homeless decisions stands at just under 300 with 70 over 56 days. This
performance hasimproved, but furtherimprovements are required. Animprovement planis
beingimplemented to go through the backlog of homeless decisions which includes, staff
workingadditional hours toincrease the number of decisions reached.

The number of householdsintemporary accommodationisat 990, which has taken overthe
previous high of 971 in August 2021. The number of householdsin nightly booked
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accommodation has alsoincreased this quarterto 537. This increase isdue toa number of
factors including:

o Asignificantincrease inhomeless approaches due to domesticabuse, people asked to
leave friend and family homes and the cessation of private tenancies

o A markedincreasein‘agreed’ statutory homeless casesforwhom the council would
needtorehouse intosocial housing

o Areductioninsocial housingavailability in contrastto the previousyear, leadingtoa
reductioninthroughputand higher numbers of customersin nightly paid
accommodation.

Thereisa significant shortage in supply of family size TA units - leading to the increase in hotel
bookings —currently 20 householdsin hotels at significant cost implications.

Lettings to transferringtenantsis below target by 4%. The service continuesto focus on under
occupierstorelease larger properties forhouseholds that need them and encouraging social
housing tenantsto considerthe mutual exchange schemetoincrease the lettings to those
seekingatransfer. It will be challengingto achieve the target fortwo reasons:

o Firstly, the substantial savings target to reduce the use of nightly paid temporary
accommodation. This means the number of lettings to statutory homeless households
will be increasing from 36% to 40% which will impact on lettings to those transferring.

o Secondly, the overall yearly reduction in the number of social housing properties
available tolet. There has beenyearonyearreductionsinavailable lettings and this will
place additional pressures onresidents seeking alternativeaccommodation.

The quality of homesincluding management of damp and mouldis a key focus and challenge for
the department.

Focus going Forward

Several locations fornew homes are currently being assessed, including a mix of opportunities
on housingland and some general fund sites. Three programme review workshops have taken
place in Q4, the outcome of which, isaimed at re-shaping the 2023 — 2027 programme delivery
strategyin the context of currenteconomicconditions.

To focus on increasingthe number of homeless decisions made within 56 days and removing
backlog by implementing activity such as overtime for staff.

Implementation of discharge policy, client made offers of Private Rented Sector properties as
alternative to nightly paid temporary accommodation

Implementthe new housingallocations scheme

The quality of homesincluding management of damp and mouldis a key focus going forward. A
paperdescribing more detail on progress and plans to manage damp and mould will be
presentedto CMB in April, this will include specificKPls and satisfaction measures.

Resident view

Experience of livingin temporary accommodation. Research by Shelter with the aims:

o Toimprove ourunderstanding of the experiences of peoplelivingin TAand the
impact this has on the people’slives (including on health, wellbeing, education and
employment)

o Toincrease awareness of the experiences of people livingin TAamongthe
governmentand wider public

o Togiveavoiceto peoplelivinginTA

Key findings (small samplenoted):
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o HouseholdsinlIslington appear more likely to struggle to cover TA costs and fall
behind on payments compared tothe average.

o Islington households seem more likely to spend more on childcare as a result of living
in TA than those in otherlocal authorities and also seem more likely to lack adequate
internetaccess forstudying, and more likely to have to move schools multiple times.

o Otherareas of TA impactincludingimpact on health, education and relationships.

Homeless Link were commissioned to hold annual focus groups with people experiencing
homelessness, with and without dependants, who have accessed theirhousing services. The
key objectives were:

o To gather feedback about people’s experience of using the service;

o ldentify waysforthe service and customer experience to be improved;

o Identify how LBIslington canimprove and enhance the service they provide.

Key findings:

o Alackof consistencyin communication with staff; pooradministrative processes
whichresultinlostdocumentation and the needto repeat burdensome processes;
and lack of support provided by the council. The sentiment overafeltlack of
coordination was overwhelming.

o Thelack of transparency and personalisation throughout the processisleadingto
feelings of fatigue, anxiety and resignation. There was eitheralack of understanding
of what decisionswere beingorhad already been made about participants’ future
housing, ora feeling that decisions were being made arbitrarily and without d etailed
consideration of individuals’ circumstances. Some testimonies around the need for
individuals to lie and exaggerate their circumstances, orto put themselvesin danger
inorder to feel listened to and supported were particularly alarming. Crucially, the
findings highlighted the varied experiences and different support needs of the
participants, suggesting the need foramore holisticand person-centred assessment
and support plan approach.

o Thefocus groupsrevealed potentialissuesinthe service’ internal processes which
would be useful to sense-check and test with staff members to get a better
understanding of the picture ‘onthe otherside’. We believe thiswould lead to a
better understanding of the blockages and keyissuesinthe service, and forthe team
to identify how bestit can be improved.

Shelter have conducted a Mystery Shopping exercise forthe homeless services and these
results will be shared in due course.

The Customer Focus Groups, Mystery Shopping and the Shelteraudit of Temporary
Accommodation will allow the service toimprove the quality of the service to ensure we are
the bestin the countryin the next 3 years.
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LOCALECONOMY AND BUSINESSES IN A THRIVING LOCALECONOMY

(Community Wealth Building, Children’s Services and Environment)

Corporate objectives:

Promote Economic Wellbeing through a) supporting residents into sustainable employment
Promote Economic Wellbeing through b) helping residents to cope with the cost of livingand
build financial resilience

Promote an inclusive economy, strengthening the local economy and supportinglocal
businesses

Promote progressive procurement, using our spending powerto maximise benefits for
residents, communities and businesses

Ensure our social infrastructure enables delivery of affordable housing, affordable workspaces
and community assets

Recent successes

2,080 residents supported into work so farthis year, already exceeding the target of 2,000 for
2022/23. Ingeus, who deliverthe Work and Health programme, Job Entry Targeted Support
(JETs) and Restart. have been akey contributor to these employment outcomes.

Includes 397 London Living Wage entry level jobs, reflecting our commitment to work with
partners committedto LLW and ensure new jobs secured through contractors pay LLW

914 residents enrolled foran ACL course inthe Autumnterm of 22/23, an increase of overa
third comparedto the same period last academicyear. In recentyears, we’ve seenadeclinein
ACL learners, so we are hopeful that the positionis now improving, particularly aslow / no skills
isa significant barrierto residents movinginto and progressingin work

£4.3m pa in additional benefits secured by our IMAX team for low income and vulnerable
households, including focused campaigns on Pension Credit and Disability Benefits

Latest data indicates that 126 women, 47 people from Black, Asian and Minority Ethnic
communities, and 10 Disabled peopleare using our Affordable Workspaces. Supporting minority
owners/entrepreneursiskeytoaninclusive economy. Thisisabaseline yearso we will use this
data to informtargetsfor our Affordable Workspaces going forward

Baselines and targets have now been set fortwo key performance indicators that willmonitor
our commitmenttoincreasing council (and partner) spendinthe local economy. Theseare
measured annually sowill be reported in Quarter 4.

In the meantime, arange of work is taking place that will contribute towards delivering the
commitmentssetoutinour Progressive Procurement Strategy:

o Internally, we are reviewing /improving our operating model. In Quarter3, we held a
series of workshops with staff / stakeholders across the council to inform design of the
future operating model. We have also procured a new Contract Management system,
which will be implemented in Quarter 4 with a view to goinglive in Spring / Summer
2023.

o Externally, we are working with partnersinthe Islington Anchor Institution Network,
through a Procurement Working Group, to explore options toinclude more local
suppliers across ourcombined supply chains

e Determination of planningapplications (majors, minorsand others) all exceeding targets
e £7.66m s106 / CIL contributions have beenreceived sofarthisyear, and a further £11m
secured or negotiated.
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e Aftertheshortfall atthe end of Q2, as at the end of Q3 we are now back up from 68% to
82% of year-to-date target forunique household SHINE referrals. Mailoutsin Q3 were at full
swingandthe phone lines have been extremelybusy, with referrals rising steeply, the
service remains confident of continuing thisimprovement and hitting the 3,000 target by
yearend.

e Since April over900 Islington households have been supported with Thames Water ‘Water
help’ savings averaging £197 and totalling nearly £180K. Similarly, Energy Doctor
interventions have saved nearly 800 households an average of £117, totalling over £90K.

Key challenges

Gathering data from Islington Working partners on employment sub-targetsisanongoing
challenge. Whilst we can encourage partnersto collectand report data on target groups, we
cannot mandate it. Thisis particularly impacting data on parents supported into work, which
continuesto be below target (346 at end Q3 against profiled target of 435). Anecdotally, we are
aware that partners are working with parents. However, some partners have raised concern that
collecting data on parental status could be seen as discriminatory. We are taking action to
address this by working with our Anchor Institution network to identify how to address this gap
inreporting.

The number of young people supported into employment is also below target (330 at end of Q3
againsta profiled target of 420), though an improvement on performance atthe same pointlast
year. There are two challenges being faced ata local, regional, and national level. The firstis
successfully engaging with young NEETs and the second is that more complex needs are being
identified by practitioners, with anincreasing number of young people citing social, emotional,
and mental health challenges as their primary barrierto employment post pandemic. In
response, the council is working more closely with youth providers and partners such as the
Department for Work and Pensions (DWP) to improve cross referrals and ways of working, and
the Youth Employability and Skills (YES) team has expanded its outreach activity toinclude NEET
hot spots. The council has also commenced a knowledge exchange project with University
College London (UCL) which will look in detail at the impact that the pandemichas had on the
mental health of young people and their ability to access positive employment, education, and
training outcomes. The recommendations of this research will supportan enhanced and
improved person-centred offerto vulnerable young people.

Aftera strongstart in quarters 1 and 2, the number of residents placed into work with council
contracted suppliersin Quarter 3 has slowed down and performance is now below target. This
may well be asimilarissue around capturing data on job outcomes. To address this, we are
seekingtoensure thatemployment outcomes are part of the standard contract monitoring
processfor all council contracts.

Take up of Childcare Bursaries continuesto be below target. Spend to date at the end of Q3 was
justunder £65k, againstan annual target of £160k, though take up has improvedin Q3. A mid-
yearreview has been undertaken to identify any barriers and opportunities and a set of actions
to promote the offerand extend criteria has been agreed which we hope will lead toimproved
take up in Q4 and beyond.
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SHINE referral numbers have struggled this year due a variety of factorsincluding changesin the
government’s Warm Home Discount scheme. Previously people had to apply for this and SHINE
helpedalarge numberofclientsapplyforit (1,265 in 2021/22). However, the rules changedin
2022 to introduce auto-registration, meaning people nolonger needed help from SHINE. Helping
clientsapply for WHD was a quick task, meaninga large number of referrals could be achieved
efficiently. Alongside all the WHD-only clients falling out of the scheme, most other
interventions (assistance with dealing with suppliers, debt relief etc) are more time consuming
and have all increasedin volume. Forexample, debt cases are more than double the number
comparedto 21/22. Q2 referrals were also affected by the promotional mailout being delayed as
needingto be redesigned to complementthe Cost of Living campaign. Re-referrals are alsoatan
all-time high, meaning that the same householdis calling back repeatedly within the year but
only get counted once for the purpose of the KPI.

Focus going Forward

Taking forward work through the Anchor Institution Network’s Employment Sub-Group, to
recruit more local residents and increase diversity at all levels across our combined workforce
Ongoing work to improve data collection on job outcomes for target groups and with council
contracted suppliers

Support more young people into work through focused activity on engaging NEETS and taking
forward findings on research into mental health impacts of the pandemic

Undertake reviews of ourapprenticeship model and ACLservice as key to establishing the
‘engine room’ to deliver our ambitious apprenticeships target

Implementactions to raise awareness and improve take up of Childcare Bursaries
Continuingtodeliverour programme of work to address the impacts of the Cost of Living Crisis
including distribution of financial support (Governmentand Council schemes)
Ongoingeffortstoincrease the number of local employers signing up for LLW accreditation
Ongoing development of our Affordable Workspaces programme, including targets to deliver
social value and support under-represented groups

Ongoingeffortstoincrease the number of employers offering World of Work activities,
ensuringawide range that resonate with and inspire young peoplefrom all backgrounds
Taking forward work through the Anchor Institution Network’s Procurement Sub-Group to
increase opportunities for local suppliers across our combined supply chains

Implementing the new operating model for progressive procurement and the new Contracts
Register

Welcoming and embed the Housing New Build Team into CWB. This move will bring together
housingand other community asset capital schemesinto one place.

CWB will now have 100% accountability fornew homestargetso this will be incorporatedinto
our Business Plan and associated corporate performance indicators from April 2023

As part of the CWB Challenging Inequality Action Plan for Year 3, we would like to explore,
potentially through an Action Learning Set ap proach, the importance of planning policy and
provision of housingin meeting the needs of diverse communities in Islington e.g. multi-
generational households. We feel itis animportant part of a truly inclusive place-based systems-
approach soworth exploringand working up some ideas.
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AllIslington residents that have previously been supported by SHINE in the last5 years but have
not beenin contact thisyear have been senta promotional textinvitingthem to call into SHINE
to getenergyadvice.

Debt relief will be akey focusin Q4, especially now that the Islington Debt Relief Fundis live.
Thisis funding to supportresidents struggling with energy bill debt, which will start with £77,000
of funding overthe nexttwo years. We expect 250 householdsin the borough willneed
supportingthis financial year, and 350 in the next financial yearto get debtsthey are unable to
pay written off.

An additional Energy Advisor has been appointed using the North London Waste Authority
windfall money and will startin March. A new energy doctor has just been appointed tofill a
vacancy and will also startin March. Inaddition, as our funders have stated that nextyear’s
contracts may increase invalue, the teamare also considering recruiting an additional Energy
Doctor, as the service isalready fully booked up until May.

Resident view

Adult & Community Learning: ‘BT’ Case Study: ‘BT first heard about ACL ‘through the Parent
Champion WhatsApp chat’ and, with her children gettingalittle bit older, she was ready to
embark on a new career. She enrolled on ACLcourses to brush up her English and improve her
grammar and was successful in passing her Level 2 English exam. She also attended arange of
our accredited vocational courses, including Introduction to Working in Administration and
Introduction to Workingin AdultSocial Care, both at Level 1. She also passed the Level 1
Supporting Childrenin Nursery and Reception qualification. BT applied foran apprenticeship
with Bright Start Islington as an early year’s child educator. We are delighted to report that
she was successful in herrecentinterview, and started her Level 3, two-year apprenticeship in
January 2023.

World of Work: 11 new businesses have offered World of Work activities to young peoplein
2022/23. Of these, 9included activities with secondary aged children. Amongthem were
some of our new creative sector partners - Blinkink Animation Studios, costumer businesses
Cosproand Costumer Studio and e-sports management company 4Gamersake. The lattertwo
both supporteda series of Careers Week activities at New River College (Islington’s Pupil
Referral Unit), delivering careerstalks toyear 10 and year 11 students which proved
extremely popularandinspiring, not least because the volunteer from Forgdmerssake had
attended aPRU as a child and could relate to relate well tothe audience.

Our Resident Support Scheme continues to offerasafety netto meet essential costs for those
facingfinancial hardship. For example, additional funding from the Household Support Fund
has enabled 717 Crisis awards to residents who are struggling with the cost of living. The
scheme also supports those families who are hosting Ukrainian refugees —170 sponsors have
received atleastone £350 ‘thank you’ paymentthrough the RSS.

Average waittimes onthe SHINE advice line peaked overthe Christmas period but have now
been halvedtoanaverage 15-20 minutes and the recruitment of extra staff will continue to
help mitigate this. We continually closely monitor the demographics of ourservice users to
ensure that we are reachingthe mostvulnerable residents.

16




(Environment, Adult Social Care and Public Health)

Corporate Objectives

e AllfourStreetCleanliness survey KPIs (Litter, Detritus, Graffiti and Fly-posting) are continuing to
show very strong performance across Quarter 3.

e Missed waste collections also remain strongand consistently so, with incremental
improvements each consecutive quarter.

e Year to date ‘fly-capture’ flytip numbers are down 20% on the same periodin 21/22

e InQ3wealsoaddeda further 14 secure on-street cycle parking facilities, taking the total to 422
and with capacity for over 2,500 bikes.

e Atthe mid-yearpoint, council carbon emissions from buildings Energy usage in Q2 is down 9%
on the same periodin 2021/22, whichisentirely due to a 40% reductionin electricity use
compared to same period last year (as this quarteris summer, there was little variationin gas
usage, whichisused only forhot waterin this period). The 40% reduction has been achieved due
to effortstoreduce electricity consumption as part of the energy costsavingdrive. As most
council buildings are on green electricity tariffs (and are recorded as zero emissions), the 40%
reduction above refers only tosites on non-green tariffs, which is mostly community centres and
some nurseries. As we continue our smart meter rollout, the discrepancies (catch-up bills) from
estimated gas usage will reduce, allowing for more accurate comparisons between quarters.

e Q3 carbon emissions fromour fleet vehicles also continues ahead of target. In April 22, 15% of
the councilsowned fleet were electricvehicles and thisis now up to 18% (80 vehicles) of the 454
owned fleet vehicles (including HRA), going up to 22% if hybrids are included.

e Our 22/23 food inspection programme remains on track with 71% now complete.

e Commercial waste market-share continuing on a steadily improvingtrend, now atan estimated
31.3%.

e Four liveable neighbourhood engagements have recently launched (Mildmay, Barnsbury/
Laycock, Cally, Bunhill/Barbican), and four LTN’s now permanent with exemptions. Twenty new
dropped kerbs delivered as part of people-friendly pavements.

o Clerkenwell green publicrealmtransformationis under construction and Cycleway 50 starting
at Nags Head.

e Firstrain gardens on the publichighway deliveredin Islington.

e Q1 recyclingrevised down from 30.0% to 28.4% due to 200 tonnes of timber mis-allocated for
recycling by NLWA whenitactually wentto incineration. Q2came in at 27.4% makingthe mid-
yearrate a disappointing 27.9% compared to the 21/22 overall rate of 30.1% and 22/23 target of
33%. An analysis of all seven NLWA boroughs comparing their 21/22 rates with the mid-year
22/23 position indicates that most other partnerboroughs have seen asimilardrop as Islington,
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with only Enfield showing anincrease. Enfield’simprovementis attributed to them tackling very
high contamination rates which Islington hasn’t had. Overall downward trend may be
attributable to the economicdownturn (both recycled and residual tonnages are down) as
consumption patterns shiftand plausibly participation and engagementis depressed, as well as
push on commercial recycling affecting NLWA non-household apportionment. Linked to the
lowertonnages, residual waste per household is currently projecting to be downin 22/23 to
348kg compared to 368kg in 21/22.

The programme to extend a food waste recycling service to all suitable remaining estate
properties now extends to 56%, up from 47% is September, but still withalong way to go before
reaching 100% by March 2024.

At the end of Q3, leisure visitornumbers remain just ahead of the profiled target but we have
failedto meetthe monthly targets five monthsinarow, mainly as a result of the Sobell flood in
August, though also IRB Spaclosure. These impacts will remain throughout 2023 and we will
therefore likely end 22/23 around 5% down on the annual target overall.

Electric Vehicle Charging Point numbers remain at 396 but 22/23 programme has slipped from
+40 in Q3 toall to 500 in Q4, due to technical suitability issues after site assessments.
Programme across Q4 is 19 by end of February and 85 by end March taking us to target 500.
Currentforecast of 22/23 parking income against budget has dropped to 96%, mainly due to
£2.2m downturnin projected suspensionsincome as expected orders from a major customer (G
network) unlikely to now materialise as they are facing financial difficulty.

The council has committed to a household recycling target of 40% by 2030. Giventhat our
recyclingrates have stubbornly plateaued around 30% for several years, identifyingand
delivering the relevant actions that will deliver this ambition will remain amajorchallenge. The
Islington Waste Reduction and Recycling Plan 23-25 outlines our programme to increase
recyclingandisscheduledto be approved by the Executive in March. Overthe remainder of
22/23, there will be a particular focus on extending food recycling to the remaining purpose-
built blocks of flats, piloting food waste collection from flats above shops as well as working with
NLWA toimprove the reliabilityand consistency of our waste data. Through 23/24, we will
furtherinvestinimprovingcommunal recycling sites through the Thriving Neighbourhoods
Programme and also the transformation of recycling facilities across all council estates.

The Energy Servicesteamis currently compiling alist of all council-owned orleased sites to
identify which onesrequiredecarbonisation works. This will be used to ensure that all buildings
that require works to eliminate emissions from gas boilers have feasibility studies carried out. It
will also provide the basis forthe Energy Services and Corporate Landlord teams to prioritise
funding applications or council-funded works based on potential carbon savings and costs, also
considering opportunities to build works into scheduled refurbishments. The Energy Services
teamwill also continue its annual energy audit programme to identify energy waste and quick
win opportunities, as well as continuing to roll out smart metering, which will provide detailed
energy usage datathat helpsidentify wastage and savings opportunities

From the April 2022 baseline of 15% of the council’s fleet vehicles beingelectric, we are now at
18% (80 of 454) or 22% if hybrid vehicles are included, The targetis 35% by 2025 with
infrastructure improvements to support this.

Keyfocuses going forward are the council’s ‘Greening toge ther’ programmeand ‘Parks for
Health’ strategy and delivery plan.
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In December 2022, in response to feedback from organisations including Disability Actionin
Islington (DAII), the Carer’s Forum, Islington Parents’ Forum, London Travel Watch, Transport
for All (TfA), Keeping Safe subgroup, Power and Control and individual residents'
correspondence, we introduced an ‘Individual Exemption’ to complement the existing ‘Home
LTN’ exemption. The new exemption provides areasonable adjustmentin line with the
Equality Act for individuals who can demonstrate with evidence that they are substantially
disadvantaged by travellingin areas of Islington with low traffic neighbourhoods. Applications
are assessed on acase-by-case basis and applicantsdo notneedtoliveinan LTN or hold a
Blue Badge to be eligible. Permit holders are granted access through all camera-enforced
filtersin existingand future low trafficand liveable neighbourhoods. In response to feedback,
a proposed application feewas dropped and the review period was extended from one to
three years. The individualexemption wentlivein late Decemberon a trial basis for at least
12 weeksto provide an opportunity for people tofeedback on how the exemptionand
application process are working.

Corporate objectives

Providing support by direct payment aims to give the individualin need of support greater choice
and control over their life. Inlslington, 29% of long-term service usersin the community receive
support through direct payments. A substantial proportion of these people (around 600 service
users) use their direct paymentto pay for personal assistants. This meansthe service useris the
employer and has greater choice over who they recruitment to support their needs, culture etc.
The recently published Adult Social Care Outcomes Framework (ASCOF) shows that performance
for Islingtonis higherthan both London (25.0%) and England (26.7%).

Of the Five regulated In-House Provider Services we have in Islington, all are rated Good by the
caQc.

Safeguarding has seenimprovementsin performance forthe Making Safeguarding Personal
Indicator. This quarter 74% of service usersreported thattheir desired outcomes werefully
achieved. Performance has exceeded target (70%) and is significantly higherthan performance
at the end of lastyear (58%).

In August 2021 an audit of safeguarding practice identified aneed forimprovementin both
processes and practice. Thisled to a significantinvestment of time and effortinto quality
assurance panels, revised guidance and support for staff. Two follow up audits completed by
internal auditindicated improvements had been delivered and that they were able to close the
audit.

Since goinglive, the Assistive Technology (AT) service has seenrecord numbers of referrals come
throughtothe service. Referrals are well represented across alladult social care and health teams.
Since April 2022 the service has received 788 referrals with 414 installations completed. This has
resulted in more residents being supported to live independent lives and help manage demand
comingthe frontdoor. Through outcomes flagged on the AT referrals, this yearwe’ve supported
90 residentsto a safe discharge, helpto prevent 430 residents with falls prevention and prevent
322 hospital admissions. We hope inthe NewYear we will have our benefitsdashboard to greater
evidence the impact of the service including financial impact.
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The team have started to implement the AT Innovation Roadmap which outlines technologies
we’dlike to explore introducing overthe next 2-3years. Mental Health, Learning Disabilities and
Transition have all met with Brainin Hand which providers a self-management support system for
people who need help managing day to day lives. We’ve also held a number of meetings with
Oysta who offer a range of solutions to help users remain in their own home for longer, helping
staff to optimise staff time.

We are also exploring how we can introduce new technology to support the delivery of our
dementiastrategy. Initial conversations have been held with anumber of providers to see what
they have on offerand how theycan support residents withdementia. Decisions on the next steps
will be governedthrough the AT Steering Group.

One of the key areas of focus in Adult Social Care has been managing the demand at the front
door. During the pandemicthe service saw an increase in demand, safeguarding concerns and
admissionsto care homes. Since then, focused improvement work on the front door, includinga
new design and training, has enabled us to deal with the increase in demand. Although we have
seen this increase in demand at the front door, the actual figures for residents we support with
long term packages of care hasn’t increased at the same rate, instead we have seen an increase
insignposting. Thisindicates that the early intervention and support putin place at the front door
isenabling peopletoremainindependent.

The CareNotes data entry system that Camden and Islington Foundation Trust (C&l) use was
subjecttothe national cyberhack last quarter (August) andisno longeravailable. The Trust, the
safeguarding hub and Islington Councilare working closely togetherto ensure that practice
continues and that alternative methods are putin place such as:

o A new Electronic Patient Record system has been identified as RIO and has been rolled
out across the Trust.

o This systemin currently use is for case recording only so far with a phased approach to
implementing more features or functionally.

o A new safeguarding process including use of word forms has been putin place with the
safeguarding hub providing ascrutiny process over completion of these formsin a timely
and accurate way.

o AnewSACReturnspreadsheet has beendeveloped forindividualteams to complete with
Lead Business Partnerin Camden and Islington overseeing. These will be collated in Jan
23 with a view of cross checking with performance in LBl about the quality of the data.

Ongoing forums for SAM’s and drop in for frontline workers are continuing to discuss complex
cases, obtain advice and ask about the safeguarding processes.

Although notdue to be completed by 2025 the digital switch will need be factored into future
thinkingand governance. Approx. 900 alarms are goingto need changing whichis a substantial
number of our current offer. Department of Health are currently putting togethera guidance
paperon managing the switch. Islington Digital Services have been prompted of the switchto
ensureitisfactoredintothinkingtheirplanning but due to the potential risk to residents this
needsto be raised at appropriate boardsin ASC.

The reablement service has returned to full functionality with an initial focus on supporting
residents being discharged from hospital. Reablement supports people to retain or regain their
skills and confidence so they can manage living back at home afterillness. Inthe new yearwe will
be workingto expand this offerto support more people beingdischarged from hospital and also
people in the community needing reablement support. This expansionis dependent on capacity
withinthe discharge and health service.
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A key area of focus in safeguarding is to improve data quality to assist the safeguarding board
with theiroverarching responsibilities. A safeguarding performance Power Bl dashboard has been
producedto monitor performance, data quality and productivity in real time. The dashboard aims
to empower social work teams to self-serve and take ownership of their performance with
oversightfromSLT.

The Assistive Technology service’s impact, outcomes and financial benefits will be reported
through a Power Bl Benefits dashboard. Currently there is ongoing work with Islington Digital
services, finance, performance and third-party providers to have a fully automated dashboard the
service can usedin real time. Unfortunately, we have experienced a number of delays in this going
live. We estimate this dashboard goinglive early in February 2023.

The Let’s Talk Islington peer event with Age UKin November provided an opportunity to
engage withresidentsand documentresidentfeedback around supportand accessible
information. Ouraim was to evidence the resident’s voice and ensure thisinforme d our
practice fortnightlearning. The event had a great turnout with 69 people attending and
providing usefulfeedback. Resident quotesincluded:
“I thoughtit was great to have the Council interested in our feedback, the presenters
actually listened to us and took notes.”

“l am so pleased thatthey are comingback inthe New Year, and care enough to wantto
update us.”

“I thought the people from Social Servicesreally looked interested and were listening and
really wanted to bringabout new positive changes.”

“I really hope we getthe otherlslington Council teams to also attend because | wantto
give my personal views of theirservices directly to the Council staff. | want all of their
servicesto hearme and show me they care about us.”

“This workshop is so great, | have learntso much, eventhough lam overwhelmed asan
unpaid carer, | will make time for Let’s Talk events.”

Headlines

InQ2,

89% of children had a complete set of 6-in-1vaccinations before the age of 1.

69% of children aged 5 had received both doses of the MMR vaccination.

95% of babiesreceived a New Birth Visit.

3% (1,807) eligible residents received a health check.

The number of smokersachieving the four-week quit rate was at 68.8% across the service.

The number of peopleindrugtreatmentis 823 and the number of peopleinalcohol treatment is
355.
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e The number of staff and volunteers completing MECC trainingis 78.
e There were 386 LARC fittings carried out by the sexual health service.

1. Immunisation

Population vaccination coverage DTaP/IPV/Hib3 atage 12 months

e 89% of children had a complete setof 6-in-1vaccinations before the age of 1. This quarter’s
performance issimilarto Q1 2022/23 (88%), butrates of primary vaccinations atage 1 have
graduallyincreased overthe last 4 quarters, suggesting some recovery from lowered rates
during the pandemic.

Population vaccination coverage Measles, Mumps and Rubella (MMR) (Age 5)

e 69% of childrenaged5 had received both doses of the MMR vaccination. This quarter’s
percentage uptake issimilarto Q1 22-23 and similarto the pre-pandemicplateau of 70%. The
uptake of the second MMR vaccine is also similarto the same period lastyearfor Q2 21/22 at
68%.

Overview Summary forImmunisation:

The London-wide push on poliovaccination led to afurtherfocus on childhood vaccinations during
late Augustand September. A national MMR catch-up campaign was launched for children aged 1-6,
with the NHS contacting parents and carers of children who had missed one orboth doses of MMR
by text, email, and letter.

Residentimpact

Primary vaccinations are importantin providing long-term protection to children againstanumber
of dangerous diseases. Individual unvaccinated children are at risk from these diseases and when
populationlevels of vaccination are low; outbreaks of infectious diseases are more likely and spread
more easily through the unvaccinated population.

There is some concern that potential “vaccine fatigue” may weaken the impact of messaging, as flu
and COVID-19 become priorities overthe winter. National and regional planning for further catch up
on childhood vaccinationsin 2023 is underway, targeting the under-5 population through early years
servicesand networks.

2. Childrenand YoungPeople

Health visiting performance of mandated visits - % New Birth Visits

e 95% of babiesreceived aNew Birth Visit by their 14t day. New birth visits are mandated
universal health checks carried out by health visiting services, usually within 10to 14 days of the
birth. They are the first of five key health and development reviews recommended for all babies
and young children up to the age of 2.

Almostall visits were carried out at home, which supports families and enables health visitors to
assess the baby’s and family’s living environment and for any potential risks. The visit may
occasionally happenin othersettings, such as a clinic, children's centre, orata GP surgery. Reasons
for conductingareview remotelyinclude COVID-19 quarantining.

Resident Impact

The health visitor can provide advice and supportaround a range of issuesimportantfor parents and
theirnew-born baby, such as safe sleeping positions, vaccinations, infant feeding (breastfeeding, or
bottle feeding), early development of the baby and adjusting to life as a new parent. Parents and
children who are more vulnerable may receive additional visits and referrals for extrahelp or
support.
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3. Healthy Behaviours/Lifestyle

Percentage of eligible population (aged 40-74) who have received an NHS Health Check

e 3% (1,807) eligible residents received a health check againsta whole yeartarget of 8.5%. This isa
39% increase in the number of NHS Health Checks delivered when compared to the previous
quarter (1,807 comparedto 1,300). The number of NHS Health Checks delivered has continued
to increase since Q22021/22. The latest performance (1,807) isalso higherwhen compared with
pre COVID-19 pandemictimes (based on Q2 2019/22 - 1,694). The focus forthe nextquarteris
to support progress on the annual target for the uptake of the NHS Health Check offer.

Resident Impact

Thisservice is beneficial to residents asitaims to identify individuals who are at risk of developinga
cardiovasculardisease (CVD). Evidence suggests that identifying and acting on risk factors early and
earlierdiagnosis and management of CVDis beneficial in preventing longertermill health and harms
associated with CVD.

Percentage of smokers using stop smoking services who stop smoking (measured at four weeks after

quit date)

e The numberof smokers achieving the four-week quit rate was 69% across the service. Thisis
higherthan the previous period at 65% and when compared to this time lastyear whenitwas at
61%.

Resident Impact

The service is successfully reaching socio-economicgroups that have health inequalities due to
higher smoking rates. 73% of successful quits with the service were amongst residentsin groups
with the highest smokingrates (including people with long term conditions, have a disability, some
ethnicminority communities, long-term unemployed and routine and manual workers).

Substance Misuse:

*Number of peopleintreatmentyear to date. - Primary drug users - Primary alcohol users

e Thenumberof peopleindrugandalcohol treatmentin Q2 from 2021/22 was 823 and 355,
respectively. Thisis adecrease fromthe same period last year, when the numberof drugusers
was 949 and alcohol users was 470.

* This indicatoris measured by year to date (rolling 12-month indicator), therefore, in Q2, this
includes all clients currently in treatment (who were in treatment the previous year) and all clients
who are new to treatmentin the current year (September 2021 to September 2022).

Residentimpact

The service has beenliaising with Islington's Mental Health Crisis Team to refresh and develop joint
working protocols. Thisincludes planning to train crisis team clinicians to dispense naloxone to
service users whoare knownto use opiates orare known to spend time with opiate users. Naloxone
is medication that can be administered toimmediately reverse the effects of an opiate overdose and
reduce the risk of death.

4.Number of staff and volunteers completing training to support residents around their health and
wellbeing.

Making Every Contact Count (MECC) — number of people trained in the programme.

e The numberof staff and volunteers completing MECCtrainingin Q2 was 78. Thisis above the
quarterly target, linked to the launch of the new MECC Cost of Living training offerin July 2022.
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There has been good uptake across sectors, with 41% of training participants from council
departments, 37% from local voluntary and community sector organisations, 12% from the NHS, and
10% fromlocal businesses. PublicHealth currently offerthree courses underthe MECC umbrella:

e The Cost of Livingand MECC,

e Good Conversations for MECC

e The Basics of Motivational Interviewing

Resident Impact.

Feedback from participants has been consistently positive, with 100% agreeing or strongly agreeing
to use the toolsand techniqueslearned. Commentsincluded: “Useful, practical and succinct
training,” “Useful strategies to engage with clients” and “Lots of interesting resources that | was not
aware of.”

5.Sexual Health Services.

Number of Long-Acting Reversible Contraception (LARC) prescriptionsinlocal integrated sexual

health services

e Performance was at 386 LARC fittings. Thisislowerthan Q1 (553) but higherthan Q2 lastyear
(327). During Q2, CNWL and many other sexual health services were impacted by the Mpox
outbreak which primarily occurred among gay, bisexual, and other men who have sex with men.
This significantly affected the capacity of services to see patients for otherreasons, such as for
LARC. Community action and roll-out of Mpox vaccinations overthe summer had significantly
reduced Mpox infections by the end of the quarter. The service remains on track to exceed their
annual target of 1100 LARC fittings for22/23.

Resident Impact.

Access to LARC services through local sexual health services has been sustained, with patients being
seenwhethertheylive orwork in the borough or are travelling through. There is focus on reviewing
and assessing the LARC offer through other settingsin the community, such as GP surgeries and health
centres.

Healthy Behaviours/Lifestyle

Percentage of drug and alcohol usersin drugtreatment who successfully complete treatmentand do

not re-present within 6 months).

e 7.6 % ofdrugusersintreatmentsuccessfully completed treatmentand did notre-present within
6 months, against a target of 20%.

e 37.9% ofalcohol usersintreatmentsuccessfully completed treatmentand did not re-present
within 6 months, against a target of 42%.

Performance against the same indicators compared to the same quarterlast yearshowed a drop for

drug users butan increase foralcohol users. The service has experienced severe outage issues with

theircase management system, which has resulted inincomplete data being submitted and onthe

reporting of performance indicators this quarter. This may therefore be afactor contributingtothe

reductioninreported performancein Q2.

Additionally, there has been staff shortages and turnover of key personnelin partneragencies
(National Probation Service and the Drug and Alcohol Service located at HMP Pentonville -
separately commissioned by NHS London.) Local commissioners have been supportingthese services
to identify new key contacts as part of the continuous support offerforthose being released from
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prison. Despite thesechallenges, the co-location of drug and alcohol workersin the Probation Office
at St John Streetis workingwell as reported by both services.

Resident Impact

Groups/activities returned to pre-pandemicfrequency, including face to face delivery. Literacy
programmes were re-started during the quarter, offering support to service users with concerns,
including help with CV writing, completion of forms and reading and writing. The service also offers
reading coaches who offer 1:1 sessions around improving reading, numeracy and free
support/sessions around using technology.

7. Number of staff and volunteers completing training to support residents around their health
and wellbeing.

Number of people receiving mental health awareness training.
e InQ2, 140 people were trained from Islington. This represents anincrease in the number of
people trainedinIslington compared to Q122/23 where performance was at 101 for Q1.

Resident Impact.

The training contributes towards more training of staff in mental health and raisingawareness

across servicesinthe borough. Successes for this quarterinclude:

e Coursescontinue tobe fully booked and there isahigh level of advance booking forthe next
quarter.

e Delivery of some face-to-facetraining has recommenced forthe Mental Health First Aid and
Mental Health Awareness courses.
Camden and Islington specific promotional brochures create d and distributed.

e Improvementstothe Eventbrite booking system has been made toimprove communication with
delegatesand attendance (to reduce ‘did not attends’).

DNA (Did Not Attend) rates have been anissue, possibly linked to impacts of the pandemic and shift
at the time to online training. Thisis steadily improving and the Samaritans course in particular saw
an increase in attendance rates, which may be attributable to health promotion campaigns, anew
brochure, and promotion of the training on World Suicide Prevention Day to reach a wideraudience.

e Work withwiderstakeholdersto planand implementinterventions/service developmentsasa
result of additional investment fromthe National Drug Strategy.

e Resolveissueswiththe service's case management systemand implementa new system (RIO) to
ensure consistency of performance monitoring.

e Substance misuse services will supportany local plansto ensure COVID-19and flu vaccinations
are accessed by vulnerable/targeted groups.

e Work alongside the service with anumber of mitigation actions are planned to address the Did
Not Attend (DNA) rates for mental health awareness training.
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(Homes and Neighbourhoods, Fairer Together and Adults Social Care)

e Agreementtothe FairerTogetherStrategy settingthe direction forearly intervention and
prevention asameans of tacklinginequalityin Islington

e Establishingthe Bright Lives Alliance with cross sector partners (Council, Health, VCS) to drive
integration of help and support for working age adults and older people through multi-agency
locality teams.

e The Bright Lives coaching service, whichis one key part of the Alliance, has been operational
since September22 and received over 150 referralsin the first 3 months. Over70 residents are
receiving therapeuticsupportandthisisincreasing weekly. Residents work towards measurable
goalswith social connectedness as a key areafor supporting wellbeing.

e launch of the YoungBlack Men and Mental Health Programme includingroll out of Becominga
Man inthree secondary schoolsinIslington

e Successful recruitmentto key rolesin the Community Partnerships team. The team will help
amplify community participation, work betterat a locality level to build strong relationships and
partnershipsto respondtolocal priorities and make better use of community spaces to support
our aspirations.

e New Engagement HQ system procured and being piloted. The system will be the maintool to be
used forcouncil consultation and engagement going forward.

e Conclusion of Let’s Talk Islington engagement exerciseinvolving over 6000 residentsin
understandinglife inthe borough and how we can work togetherto build a more equal Islington
inthe comingyears.

e Thereisa stronglink between employment and enhanced quality of life, including health,
wellbeing and feeling socially active. Employment rates were impacted by the pandemicand
the cost-of-living crisis could furtherimpact employment. Employment rates for residents we
support with a learning disability have decreased in quarter 3. The service isworkingin
partnership withiSetto ensure all eligibleresidents startingemploymentare includedin the
adultsocial care data recording system. Although performance is now not within 5% of the
target, benchmarking against London and England shows that Islington have asignificantly
higher % of people with a Learning Disability in paid employment. (Adult social care)

e Inadditiontothese challenges, we also know that adults with learning disabilities experience
inequalities when seeking to enterthe job market. Working with iSet and the voluntary sector
we have initiated an annual ‘My Way Day’. The event was set up as part of learning Disability
week and was used to engage with the community and encourage employment opportunities. It
was a resounding success with attendance of more than 350 people and quotes such as “I hope
this event will be held annual from now on. It was a smashingsuccess”. (Adult social care)

e Launch of Access Islington Hubs as a key source of support for residents who need help and
support

e Continuing expansion of Bright Lives coaching service to include receiving self-referrals from

residents; co location in Access Islington Hubs; ASB support offer focussing on community
mediation; measuring outcomes and alignment with wider VCS and Health offers.
e Developingpriorities for each locality in partnership with the community
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Launch of Islington Together 2030 Plan setting out the five key missions forthe Council over the
comingyears

Rollout of Engagement HQ council wide following the pilot which ends in March.
Implementation of Action Learning approach to Challenging Inequality in Islingtonfocused on six
key priority outcomes

One of the key areas of development in Adult Social Care has been supporting our residents to
connect and engage with the local community. Last yearthe new Central Point of Access (CPOA)
was launched. The CPOAis a preventative referral service which enables practitioners and access
staff to refer residents with low-level needs to receive help in the community. CPOA brings
together 3 key voluntary providers; Age UK, Manor Gardens and Help on Your Doorstep who will
work directly with residents to help them navigate our rich vast voluntary community sector to
meet their needs. All LBI practitioners have been trained and are currently referring into the
service. Nextsteps andthe focus going forward is to ensure that the Access Team are trained to
use Central Point of Access as a key preventativetool atthe ‘Front Door’.
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TEAM ISLINGTON / ORGANISATIONAL HEALTH

(Resources and Fairer Together)

Corporate objectives:
e Manage our budget effectively and efficiently
e Harnessdigital technology forthe benefit of the resident
e Make sure our workforce is diverse, skilled and highly motivated
e Be openandaccountable
e Improvingtheresidentexperience —ensuringthatresidents canaccess whattheyneedina
way that works for them

Recent successes

e Despite financial pressures onresidents and businesses, collection of council tax and business
rates are withintolerance and above profiled target respectively.

e Percentage of invoices from local suppliers paid within 10days has continued toincrease
throughthe yearto 88% in Q3.

e Significant progress with key Digital Services projects that remove failure points (such as old on-
premise data centre equipment).

e Most significantis the transition of Parking to a cloud hosted solution removingthe critical
dependence onthe sub-standard Old St Data Centre.

e Migrationto Vendor’'s new payments platform which will make card and online payments by
residents farless prone tofailure.

e Average dayslost due to sickness has reduced overthe yearto 8.0in Q3 (8.5in Q1). Although
thisremainsslightly higherthan target (7.5 days), we are outperforming sickness benchmark
figures.

e The percentage of Black, Asian and minoritised ethnicstaff within the top 5% of earners
increased by 1.5% in Q3 to 28.3% - the highestrate thisyear, higherthan previous average
annual figuresand 8% higherthan London Councils’ average.

e FUSE apprenticeships are strongand on track to be higherthan previous years.

e We have sustained much improved rates of completion of FOIs within target time (89%) through
the year —the highestlevels since 2018 and close to the ICO target (90%).

e Subjectaccess requests (SARs) have seenimproved completion rates within target time this
quarter(77%) compared to previous quartersthisyear(70%), although stillsome way to go to
ICO target (90%). The number of overdue requests hasalso now reduced.

¢ No high-risk breaches reportedto the ICO this year.

Key Challenges

e Q3 forecastnet overspend of £5.6m — a deteriorationin Q2the position of (-£2.9m).

e There are a number of critical digital systems thatare at end of life and difficult to replace.
Some are well underway (My eAccount to Digital Experience Platform) whilst others are just
startingand/orin planning (Call centre telephony, Customer Relationship Management, and
website. Thesesystems will continue to impact performance for residents until replaced.
Replacement will necessarily require significant process redesign for resident-facing services

e Whilstthe availability of technology skills isimproving, some specialistand in-demand skills are
stillin short supply and available through expensive contract staffing.

e Directorates experiencing sickness absence rates higherthan target are Environment, Fairer
Togetherand Homes and Neighbourhoods. The same directorates have the highest numbers of
staff off for 20+ days. The main causes of sickness absence inthe rolling yearto Q3 continued to
be mental health related, Covid 19 (down slightly from Q2) and musculoskeletal issues.

28



Agency usage has increased though the yearto 12.89% in Q3 (Q1: 11.60%). However, it remains
lowerthan the London average of 15%. Correspondingly, spend on Agency staff has also grown
overtheyear and issetto be around 30% higherthanlastyear. Growth this quarter is driven by
an increase intotal headcountand FTE (by 10% on Q2) and in the number of interim executive
workers (by 26% on Q2) where agency margins are higherthanin Q2.

The percentage of disabled staff withinthe top 5% of earners has dropped through the year (Q1:
8.4% to Q3: 6.6%) and is below the London Councils’ 2020/21 average of 13.7%.

External recruitment to apprenticeships to the council is a challenge, with 19recruited so far
thisyearwhichis lowerthan previousyears. Thisis aresult of limited salary budget, but we have
a steady flow of opportunities being put forward. That said, FUSE apprenticeships are strong and
on track to be higherthan previousyears.

While Subject Access Requests (SARs) have seenimproved completion rates within targettime
thereisstill some way to go to ICO target (90%). Only Children’s Services were unable to
complete SARs totarget this quarter, continuing to receive the highest (over 50%) and most
complex requests. The council has been monitored by the ICO twice for timeliness of responses
and duringthe onsite ICO auditin 2015 the council’s approach to SARs was reviewed and the
ICO were critical of ourcompliance. Inall cases the council committed to maintaininga
compliance rate of at least 90%. Continued failure to meet this target puts the council at risk of
further monitoring which could resultin apublicreprimand fromthe ICO or an enforcement
notice beingissued (failure to comply with a notice can resultin a fine of up to £17,500,000).
Continuing challenges around responsetimes for calls to Access Islington.

Stage 1 complaints continue toincrease (Q3up on Q2 by 19%) due to the increase in complaints
received by Homes and Neighbourhoods (Q3 up on Q2 by 33%). Homes and Neighbourhoods
continue tosow an upward trend of stage 1 complaints upheld and partly upheld (Q3upon Q2
by 18% compared with increase across council of 7%).

Delaysinrespondingto Stage 2 complaints. There are 138 stage two complaintinvestigationsin
the backlog at the end of Q3. 100 are for Homes and Neighbourhoods.

Members enquiries completions rates within target time have increased this quarter but remain
low (48%). Thisis thoughtto be due to a late prompt forrepliesand the systemis being changed
accordingly. Top three issuesraised in Q3 remain Housing, Repairs & ASB.

Focus going Forward

Managementactionsarein place by contributing directorates to reduce the estimated outturn
overspend over the remainder of the financial year.

As we move to hosted platforms, the percentage of outages caused by vendors hasincreased.
We are working with our suppliersto review and understand their SLA's for dealing with outages
and have putin stepstowork closerwith supplierstoensure thatourand theirSLA's are
aligned. However, vendor performanceis aLondon (and national) challenge as they are equally
stretched and to progress furtherthere isa desire to work as a London-wide collectiveto apply
more significant pressureratherthan actingalone.

To furtherimprove sickness absence, we continue work on early intervention and prevention
activities tosupport good mental and physical health for our workforce.

To reduce use of agency staff, People Plans are incorporating plans fortemp to permalong with
dedicated work between services and Strategic Resourcing Lead and a targeted agency
approach.

To helpincrease representation of disabled staff in ourtop 5% of earners, we are working
towards beinga Level 3 Disability Confident Employerand we continue to build a culture where
people with disabilities can thrive and progress their careers.

With respectto SARs completions, vacanciesin Children’s Services have now beenfilled and
performance should continue toimprove.
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Implementation of complaintsimprovementplanincludingindependent service review
The new system for capturing Members Enquiries isstill inits early days and accuracy should
improve as the system embeds.

Resident view

Resourcesreceived nearly 30% fewer stage 1 complaintsin Q3(68) than in Q2 and one third
of those were upheld (justified), which was lowerthan the Council average. No Stage 2 or
Ombudsman complaints werereceivedin Q3.

In the yearto date, most stage 1 complaints related to Council Tax (194), followed by Housing
Benefit processing (55).

Of the upheld (justified) stage 1complaints, the most popularthemesforcomplaintare (with
approx. %):

Council Tax: Housing benefit processing:  Businessrates

50% =delays 55% =adminerror / failure  65% =delays

30% =adminerror 35% =delay 25% =adminerror / failure
10% = failure torespond 10% = failure to respond (1 case) = officer conduct
10% = poor service / officer

behaviour
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