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Welcome
When we launched our vision for 2020 North
Yorkshire two years ago, we began a journey of
change and progress and, whilst the context was
one of austerity, the ambitions and plans were
anything but. This document celebrates the
achievements that we have all made and renews
our commitment to working together, with partners
and with our communities to make our great County
even greater. We know there is still much work
to do but we are moving forward knowing that
we have sound strategic planning and a record
of excellence which has been endorsed by our
recent exceptionally successful LGA peer review.
The Local Government Association (LGA) inspected
our performance, processes and strategies in early
March 2016 and gave us fantastic feedback, including:
• our staff has a passion for the County;
• we have a strong and well-regarded
political and managerial leadership;
• there is a respectful and respected
culture with a can-do attitude;
• this is a warm and friendly place to work with a
loyal and committed workforce at all levels;

• the Council has a sound financial position,
a strong track record of delivering efficiency
savings and all round a “tremendous grip”;

Best wishes

• our services are strong, with some
at a beacon level nationally;
• we have a good understanding of our communities,
the opportunities and the challenges of our localities;
• we enable creative thinking and innovation; and
• we listen to the voices of our residents and
users in our approach to services.
We know our strengths and our challenges and
have produced this 2020 North Yorkshire:
progress report and ambitions to look ahead
and explore our ambitions and how we will reach
2020 as a customer-focussed Council.

Carl Les, leader,
North Yorkshire County Council

We have strong, political and strategic commitment
to this vision and we are committed to listening to the
voices of our customers; the people for whom we
work and whose opinions and needs shape and drive
our performance. We need to think as if we were the
customer; we need to think collaboratively, creatively
and commercially. If we all do this and are guided by
our values, then we will certainly be able to build on
our success and face the future with confidence.
Richard Flinton, chief executive,
North Yorkshire County Council
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Executive summary - 2020 North Yorkshire:
progress report and ambitions
Achieving our vision and
bringing the values to life
We know our communities, our landscape and our
economic context; we understand the challenges
ahead and we know our strengths. Our plans and
services focus on issues such as health, supporting
families, the economy and adult social care to prevent
these from becoming more complicated and costly. We
keep our customers are at the heart of everything we do
through our 2020 North Yorkshire change programme.
We take the lead in partnerships where needed,
work with communities across the County to
meet our challenges and make the case for North
Yorkshire at a regional and national level.
Whether delivering services directly, or commissioning
them, we make sure that we do this cost-effectively
and efficiently and make sure that these services are
high quality and meet the needs of our customers.

We need you to meet challenges in your service
area and help us to become an even more efficient
and customer-focused Council. Take every
opportunity to think innovatively, share ideas and
use the technology smartly to work more creatively
and productively. Read this document and use
this executive summary to revisit the vision, values
and ambitions and talk with your teams about how
you will make these work in your service areas.

Ambition – focusing on the future

Vision and values

The ambition for 2020 modern council

Our vision

We will become a modern Council which puts
our customers at the heart of what we do,
increasing efficiency and productivity and reducing
our carbon footprint by modernising the way
we work so that we use technology smartly
and reduce our office space requirements.

We want North Yorkshire to be a thriving County
which adapts to a changing world and remains a
special place for everyone to live, work and visit.
Our values

Through the 2020 North Yorkshire change programme
we have focussed on challenging the way we do things,
seeking innovative and creative solutions to how we
deliver or commission services and how we support our
staff. Our vision is our overarching ambition and we have
talked to our directors about what they want to achieve
through their service areas. We summarise these below.

• Customer focus
• Care and respect
• Innovative and can-do attitude
• Honesty
• One team
• Valuing our staff
• Valuing local democracy
3

North Yorkshire County Council
Welcome

Executive
summary

2020 North Yorkshire Vision: progress report and ambitions
Our journey
so far

Bringing our vision
and values to life

Gary Fielding

Pete Dwyer

David Bowe

Richard Webb

Looking forward to
2020 and beyond

The ambition to create economic
opportunities for all parts of the county

Our journey so far - what we said we
would do and what we have done

Further reading

We want North Yorkshire to be a place with an
even stronger economy and a commitment to
sustainable growth that enables our citizens to
thrive and fulfil their ambitions and aspirations.

When we launched the 2020 North Yorkshire
change programme, we committed to:

LGA Self assessment document

The ambition for the people
of North Yorkshire
We want the people of North Yorkshire to have every
opportunity to live longer, healthier, independent lives.
We will make sure that support is centred on the
needs of people and their carers, allowing them to take
control of their health and independence and we will
work to keep vulnerable people safe, with individuals,
organisations and communities all playing their part.

The ambition for children
and young people
We will make sure as many children and young
people in North Yorkshire as possible have a great
and liberating education in schools that are good or
outstanding and that they are able to live safely and
healthily within their own families and communities.
We want North Yorkshire to be a place where every
young person has fun, thrives and succeeds.

• delivering services differently with the Council,
partners, the community and the private sector;
• having a flexible staff who are
supported by technology;
• working with communities to help
them provide for themselves;

Conclusion

Council plan

LGA Position statement
LGA full feedback report
First vision document
Video - Chief executive and service directors
talk about their progress and ambitions
2020 area of the intranet

• being innovative and focused on
outcomes for our customers; and

Innovation awards information

• being relevant to, and providing
leadership for, our communities.

Stronger communities information on intranet

• making efficiencies and achieving savings
You have played a huge role in these successes and
we need your continued commitment and expertise
to take us forward to 2020 and beyond. Please read
the full document for information on some of our key
points of progress and feedback from our staff about
how the change programme is working for them.

Teambrief

2020 modern council
The local offer
2020 customer pages
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Our journey so far - what we said we
would do and what we have done.
In our last vision document, we launched the 2020
North Yorkshire change programme, with our immediate
priorities and our key issues. We committed to delivering
services differently; being more flexible and supported
by better technology; working more effectively with
communities; being more focussed on customers;
and being relevant and providing leadership in our
communities and beyond. The 2020 North Yorkshire
programme also needed to realise financial benefits
through cashable savings. A target of £73million was
assigned to the programme. We have already delivered
£23 million with plans in place for a further £36 million.
We are also working hard to identify savings for the
remaining £14m. We also recognise the need to be
more commercial, more creative, more productive.

Delivering services differently with a mix of
services provided by the Council, partners,
the community and the private sector.
For example: Our new Living Well team is
working with people to reduce the need for formal
interventions by health and adult services and
promoting independence through helping people
take control of their lives. To support this initiative, we
have put a care and support team into the customer
resolution centre to give professional advice and
signposting and improve the customer experience.

Having staff who are more flexible and
adaptable and supported by technology.
For example: The 2020 Modern Council
programme, in conjunction with 2020 Property,
has completed the roll out of Wi-Fi across all key
Council properties. As more of us use laptops, tablets
and smartphones on a daily basis, the ability to get
online quickly and easily, regardless of where we
are working, is essential. Completion of this work
means that all of our main corporate offices now
have Wi-Fi availability throughout the building. This
will eventually be available in all of our property which
will mean that colleagues have the ability to work
from the most appropriate and convenient location.

Here are a couple of examples of our successful
progress in these areas and there are many more across
the Council. You have played a huge role in these
successes and we need your continued commitment
and expertise to take us forward to 2020 and beyond.
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Working more effectively with communities
to help them provide for themselves.

Being focused on outcomes for our
customers and open to innovation.

For example: Our Stronger Communities
programme is supported by a team of locally
based stronger community delivery managers with
commissioning budgets and support from services
across the Council. To date the programme has
directly supported 86 community groups to deliver
new projects and services, including investing nearly
£650k in the voluntary sector to enable them to
provide services and activities that support the more
vulnerable members of our communities. The projects
supported are on target to create over 1,300 new
volunteering roles and will see four assets transferred
into community ownership by the end of the year.

For example: Over the last two years, the Council
has pulled together its range of traded services and
created SmartSolutions with a turnover approaching
£50million. The focus within SmartSolutions has
been to increase customer satisfaction and to
maximise trading opportunities. The core customer
base remains North Yorkshire schools, but plans are
afoot to expand into other geographies and markets
where we believe there is a unique selling point.
Being relevant to, and providing leadership
for, our communities and beyond.
For example: CYPS has been recognised by
the Department for Education as one of only
six national “Partners in Practice” to share
ambition and innovative practice nationally and to
be asked to help other authorities who currently
“require improvement” or are “inadequate”.
In the next section we talk about our
workforce and how the 2020 North Yorkshire
transformation programme is changing
and enhancing the way we work.

Richard Webb

Looking forward to
2020 and beyond

Conclusion

CASE STUDY:
Last year Stronger Communities gave a grant to
Futureworks which is a social enterprise helping to
support local young people in Scarborough. Although
still a fairly new social enterprise, staff have over 20
years combined experience and offer support on a
range of issues to disengaged young people and
adults (14 - 19 plus) within the area. Futureworks’
services help remove barriers faced by young people
which may stop them progressing into a more positive
future. Our support has been warmly acknowledged
(below) by Michelle Padron, director of Futureworks,
and has given young people in the Scarborough
area a much greater opportunity for success.
“We have had confirmation that we have been
successful for a five year project worth just under
£500,000 from Big Lottery Reaching Communities.
This obviously ensures that we are able to continue to
offer support to our local young people in a new and
exciting project. We would like to thank you for your
support through the Stronger Communities funding
which helped secure our services to young people.”
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Two years on - what is it
like to work here now?
It is increasingly important for us to make sure that
our staff is engaged and that we equip them with the
technology and skills to allow them to work productively
and creatively. We place a high priority on training
and staff development and the centralised training
and learning function has improved efficiency. We
have invested creatively in management development
so that we have leaders of the future who are able
to be modern managers in a modern Council. We
are proud of the fact that in 2015 we were Social
Worker Employer of the Year and listed in the top
100 employers for our work with apprentices. We
need staff to be confident enough to speak up with
ideas about new ways of doing things and we now run
several directorate awards for innovation and excellence
as well as an annual corporate innovation awards.

Gary Fielding

Pete Dwyer

David Bowe

Richard Webb

Looking forward to
2020 and beyond

Conclusion

We are listening to you
Our staff survey 2015 showed that staff are well
motivated, clear about their roles, engaged in innovation
and extremely customer focused. We enjoyed strong
benchmarking against other national organisations
and our workforce is clear on what they need to
achieve in their jobs and understand how their work
contributes to the success of the Council overall. We
will run regular pulse surveys to measure progress and
tackle any downward trends as early as possible.
We have developed the intranet to include ‘social
media’ style functions and staff can now take part in
polls, blogs and forums on a range of topical issues.
We publish a Teambrief for managers each month
to give them a brief on the key subjects that they
need to be discussing with their staff and we have run
a number of specific engagement events including
commercial workshops designed to equip colleagues
with the right skills to operate commercially. This is a
key priority for the Council as we know that we offer
great services through skilled staff and this is something
that we need to expand through trading with others.

Justine Brooksbank
Assistant chief executive,
North Yorkshire County Council

7

North Yorkshire County Council
Welcome

Executive
summary

2020 North Yorkshire Vision: progress report and ambitions
Our journey
so far

Bringing our vision
and values to life

Gary Fielding

Pete Dwyer

David Bowe

Richard Webb

Looking forward to
2020 and beyond

How are we doing so far

CASE STUDY: INNOVATION AWARD

We have realised several efficiencies through
the 2020 North Yorkshire transformation
programme including the following:

As part of our drive to encourage creative and innovative thinking,
the Council launched the first, of what will be an annual, innovation
award scheme. The innovation awards recognised colleagues
and teams for their innovative changes and improvements
in their area of work and the contributions that staff from all
business areas are making to our ambition to become a more
modern council. Awards were presented in five categories:

Our sickness is at a new low of 6.36 per FTE
in 2015/16 with 63% of staff having had
no absences in the last 12 months which
is an improvement of 3% from 14/15.

Conclusion

• Innovation – improving the customer experience
• Innovation – improving efficiency
• Innovation – improvements behind the scenes
• Special recognition for innovative work – Team
• Special recognition for innovative work – Individual

Print volumes at our main sites continue to
fall. In 2015/16 we printed 17.5m copies
compared to 22.8m in 2014/15, a reduction
of 23%. The roll-out of new technology and
the move to paperless meetings is expected
to result in further reductions for 2016/17.

740k
610k

The LGA peer team commented that they “were very
impressed with the innovations and the Award winners
with excellent examples of the work they have undertaken.”
The Innovation Awards 2016 are now underway.

Post volumes, similarly, have reduced in 2015/16
compared to 2014/15. Volumes have reduced from
740K items of post to 610K items, a reduction of
18%. Much of this is down to communications moving
to on-line processes with the growing use of egress and
GCSX, our secure e-mail systems. Business Support staff
continue to seek ways to transfer communications from hard
copy to electronic and challenge services on occasions.
8

North Yorkshire County Council
Welcome

Executive
summary

2020 North Yorkshire Vision: progress report and ambitions
Our journey
so far

Bringing our vision
and values to life

Gary Fielding

Pete Dwyer

David Bowe

Richard Webb

Looking forward to
2020 and beyond

Conclusion

How colleagues are applying the 2020 Modern Council tools and techniques to improve productivity and flexibility.
Vanessa Moody, peripatetic assessor,
training and learning - CS

Cath Simms, head of targeted
prevention, care and support – HAS

My primary role is to assess health and social diploma
level 2 and 3 candidates to make sure they are
competent in their role. The diplomas are nationally
recognised, and an essential requirement of advisors.
As a principal advisor, I meet candidates at their
workplace to observe them in practice; setting relevant
work and judging their knowledge and understanding.
I have a caseload of candidates, and complete
freedom to arrange their assessment activities. As
candidates work different shift patterns, I need to be
flexible as visits could be at 6.30 am or as late as
11.30 pm and also weekends. Since Modern Council,
I can assess candidates using OneFile, an online
portfolio and assessment tool. This saves mileage
and time spent getting to assessment sites. I can
also assess work remotely from home or the office.
Internal verifiers can quality assure the assessment
process through the online system as well, thus
saving time, travel and the need to carry paper files.

Living Well was launched in October 2015 as part of
our prevention programme; Living Well coordinators
work with vulnerable people (and their carers) at risk
of needing regular health and social care services. We
help them access activities in their local community and
find solutions to their health and wellbeing goals. We
worked with the Modern Council team to find the right
way to work and to get the right tools and technology
for the job. Each Living Well co-ordinator has a Surface
Pro which runs all the software they need; Liquid Logic,
Briefcase, Skype, and Office. This mobile technology
means we can work in a flexible way and spend
more time working directly with individuals rather than
spending time in the office doing administrative work.
We have portable printers so we can print information,
if we need to, while we are with our customer which is
a more responsive service and reduces postage. Skype
means the team is always in touch with colleagues
and our manager so we can get quick responses to
questions and queries and we can keep in touch with
our emails and calendars as well as using the intranet.

Vanessa Moody
Peripatetic assessor,
training and learning.

Cath Simms
Head of targeted prevention,
care and support.

Tracy Harrison, head of Training and Learning - CS
There are six qualified social workers in the team
who support practice learning for professional social
work courses. The team focus on the professional
development, including academic and peer learning and
in house training needs, of pre and post qualifying social
workers. They are based in Northallerton, Skipton and
Harrogate and each team member is located at a base
closest to their home. Office space is also available
at County Hall and the team work regular office hours,
with a degree of flexibility where required. All have daily/
weekly goals and a specific ‘portfolio’ area and are all
contactable at all times, through mobiles/Titan phones,
laptops and Skype. The technology means they can
work collaboratively and flexibly within the team and
across services and helps deliver a ‘buddy’ system
so if one of the team is lone working/travelling they
contact each other by phone to ensure they are safe.

Professional learning team.
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Amy Ellis, customer communication officer, Thirsk Highways Depot - BES
We have been working over the last few years
to improve the overall customer experience for
accessing highways and transportation services
and information, and a key element of this has
been through introducing new technology.
Symology was introduced in to the area offices in 2012
and this allows the customer resolution centre (CRC)
to gain direct feedback from Highways on customer
service requests they have logged on behalf of
customers. So, when a pothole or drainage issue has
been reported, the CRC provides real time updates.
In 2013, the Council introduced self-service online
reporting, allowing customers to report potholes,
drainage issues, footway defects and overgrown
vegetation and trees. These were the areas where
the highest volume of calls were received. Self-service
means the customer can log back in to track the
progress of their report. We’ve done a lot of work with
Parish Council members and county councillors to
help them understand the benefits of the system. The
Parish Councils use of the current facility has been
really helpful in gathering feedback so that we can
make developments in line with customers’ needs;
we are already upgrading the online reporting facility
to offer some of the requested improvements.

The key new functionality is to ask customers to log
reports through the customer portal (an account based
facility initially for individuals only) which includes an
improved map showing defects which have been
reported already. The new map also allows access to
self-service by tablet and mobile users and provides
better updates. We have tested the new online
reporting facility to ensure that the changes are in
line with what our customers want and it is now live
on the North Yorkshire County Council website.
Parish Councils are a big volume customer for
highways and many email lists of highway defects into
the highways area offices which is time consuming
and expensive. We have been working with a
small number of active Parish Councils to help us
understand what we need to offer them in their
own on-line ‘Parish Portal’ so they can move to online reporting. They want to be able to see existing
reported defects, upload photos and manage their
own case lists. All these are feasible improvements
and highways and technology and change are now
working together to build a ‘Parish Portal’ to report
issues on line and to receive higher quality updates
and feedback about their reported cases on-line.

Amy Ellis
Highways customer communication officer, BES

We will continue to talk, and listen, to our
colleagues and monitor each step of the
2020 transformation journey so that we can
continue to make progress. The following pages
restate the vision and values that underpin the
2020 North Yorkshire change programme.
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Bringing our vision and the values to life
Our vision
We want North Yorkshire to be a
thriving county which adapts to
a changing world and remains
a special place for everyone
to live, work and visit.

Our values
Customer focus – putting the customer
at the heart of everything we do.
Care and respect – treating people as
individuals and with courtesy, seeking to understand
how others see things, and valuing their contribution.
Innovative and can-do attitude
– seizing opportunities to do things better and
taking responsibility to see things through.

Honesty – being clear about what we are able
to deliver and that we must live within our means.

One team – one council working
with partners and communities.

Valuing our staff – supporting and
enabling them to perform at their best.

Valuing local democracy –
strengthening community leadership and
delivering what has been agreed.
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How we are bringing these to life
We know our communities, our landscape and our
economic context; we understand the challenges
that are ahead of us and the strengths we have, as
a Council, to address these challenges. We work
collaboratively with communities and partners and
encourage our staff to seize opportunities to be
creative in their approach. We also know we need
to make sure that our plans and services focus
on issues such as health, supporting families, the
economy and adult social care to prevent these
from becoming more complicated and costly. We
have a thorough and effective planning process. Our
values under-pin everything we do and inform the
policies and actions we take to achieve this vision.

Bringing our vision
and values to life

Gary Fielding

Pete Dwyer

David Bowe

It is important that individuals, families and communities
are treated with respect and supported to become as
resilient and self-sufficient as possible. With that aim,
our stronger communities programme is supporting
them in using their resources and assets effectively to
prevent issues such as loneliness, to support troubled
families and to help people in their community to have
healthier lives. Where we deliver services directly, and
when we need to commission them, we make sure
that this is done in a cost-effective and efficient way.

Richard Webb

Looking forward to
2020 and beyond

Conclusion

Our ambitions – focusing on the future
Through the 2020 North Yorkshire change
programme we have focused on prioritisation and
positive outcomes and we have clear ambitions.
We focus next on some of the ambitions our
directors have and the difference that these will
make to our customers and communities.

Customers are at the heart of everything we do
and we are developing ways of making sure that
they have appropriate access to information
and can carry out as many transactions as
possible in a simple, self-serving way.

We take the lead on many of our partnerships and
understand the key issues for the people and places
of North Yorkshire. Working with communities
and partners, we are tackling these issues and
making the case for North Yorkshire, whenever
we need to, at a regional and national level.
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Gary Fielding
Gary Fielding, corporate director, strategic resources, writes about a key
element of the 2020 change programme, 2020 modern council, and how
this will transform the way we work with colleagues and customers.

The ambition for 2020 modern council
We will become a modern council which puts our customers at the heart
of what we do. We will increase efficiency and productivity and reduce
our carbon footprint by modernising the way we work so that we use
technology smartly and reduce our office space requirements.

Why this ambition is a priority and what it will achieve

“In the current climate, it’s sometimes easy to
focus on savings needs rather than the future
needs of the Council. Precisely because we are
delivering our savings plans, we have earned
the ability to invest in technology, property and
other areas so that we can successfully adapt
to the changing environment and demands of
our customers in the modern world. This means
the Council’s key asset, its workforce, is well
placed to meet the exciting challenges ahead.”

2020 Modern Council is the phase of the 2020 change programme that will see
teams across the Council making practical changes to the way they work to make
savings and to become more efficient. We need to continue to focus on providing
new technology and using our property more flexibly and efficiently. We are making a
cultural shift and supporting colleagues across the Council to take the opportunities
offered by this essential part of the 2020 North Yorkshire change programme.
This ambition is about working at the most effective locations and times to respond
to the needs of the customer, task, individual and team. We are becoming more
agile in our working practices and are looking at all opportunities to reduce office
space and, therefore, our carbon footprint. The office spaces that we do keep will
be designed to help us all work flexibly and together across the Council, and we will
have technology that will make this possible in all locations. We are committed to
challenging ‘the way we do things here’ to make sure our actions and processes
are at their most effective so that we maximise our resources; be that people or
places, and deliver more for less to improve the outcomes for our residents.
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Earmarked £7m for ICT
kit and are distributing
this across the Council

m

Reviewed property in
Northallerton, Scarborough and
Selby and have proposals in place
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We will measure the success of 2020 Modern Council through performance
management, a changed flexible working policy, reduced travel and printing
costs, a desk/ people ratio that is in line with the corporate policy, a definable
drop in work space, and a recognition that our buildings across the Council
are available for all staff to use as workspaces. We will measure how our staff
engage with Modern Council through staff surveys and measure cashable
savings and greater efficiencies in performance against targets.

CASE STUDY: ‘GO TO’ PEOPLE
Set up a model office and
held sessions for staff to
demonstrate the new equipment

Carried out a number of service reviews
and restructures with some office moves and
adopted a process for sharing workspaces
and using them to maximum effect

Kept on track with
County Hall building works

Pete Dwyer

How we will make sure it’s working

How are we doing so far

£

Gary Fielding

Experienced a
very successful
corporate peer review

About a year ago, we developed an arrangement in business support, where
staff and managers can contact a team leader in each office for help with getting
the most from using office systems, Wisdom filing, telephones and more.
Run by business support services as part of our work on 2020 Modern Council,
we’ve identified the most frequently requested support; this has proved an
effective step in helping to equip staff with some of the skills they need for the
future and to operate productively in a digital organisation. There is a contact in
most office buildings who can help with a range of self-service tasks including:
•

Making conference calls;

•

Setting up permissions on Outlook diaries;

•

Myview queries;

•

Staff filing into Wisdom

•

Printing and MFD issues

•

How to request rail tickets and travel; and

•

How to order goods from an external company.

There is more information on this service on here
14
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Pete Dwyer
Pete Dwyer, director of children and young people’s services (CYPS) writes
about some of their key ambitions for better outcomes for all young people.

The ambition for children and young people
We will strive to make sure children and young people in North Yorkshire have a great
and liberating education in schools that are good or outstanding and that they are able
to live safely and healthily within their own families and communities. We want North
Yorkshire to be a place where every young person has fun, thrives and succeeds.

Why this ambition is a priority and what it will achieve
High quality education transforms lives. It brings alive knowledge and skills,
ignites enterprise and endeavour, and builds self-confidence and worth.
It can transform individuals, communities and society. We also know that
a great family life makes the significant difference to what happens in the
future. So, our aspirations in North Yorkshire are high for children, high
for young people, and high for our businesses and communities.

“It’s great to be part of an authority making
such a difference to the lives of children
and young people. Our recognised success
is fundamentally based on the excellent
quality of our people and their restless
enthusiasm and ambition for improvement.”

This ambition will make sure our young people will leave school and enter the
world of work or higher education with greater levels of academic success and
self-confidence. We will help deliver more successful schools to be able, with the
support of others, to reduce the differences in achievements between children living
in different areas of the County, or from different backgrounds. We will work with
our business and skills communities to give them a greater involvement and greater
ability to shape the workforce of the future. We will also aim to continue to reduce
numbers of children in the care system but when children do need to be in care,
ensure they will live with great alternative families and also experience success.
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CASE STUDY: NO WRONG DOOR
Our No Wrong Door scheme has won national
recognition and acclaim; the scheme provides an
alternative to traditional fostering which sees young
people being looked after in a family setting linked to
residential hubs in Harrogate and Scarborough. Each
hub has community foster families for young people
aged 13-plus, and community supported lodging hosts
for young people aged 16 and 17 who are in care,
who have often had a number of foster placements
but have not managed to find the right family – yet.
The families and hosts have support from a team of
specialists which includes a designated key worker,
a clinical psychologist and a speech and language
therapist. These hubs are designed to replace the
traditional children’s homes in North Yorkshire and each
young person is given a tailor-made plan of support,
with high aspirations to encourage them to achieve their
full potential. This team of trusted and skilled workers
stick with the young person through thick and thin to
make sure they can access the right services at the
right time and in the best place to meet their need.

Richard Webb

Looking forward to
2020 and beyond

Conclusion

How we will make sure it’s working
“The project (No Wrong Door) won
the innovation category of the LGC
awards in March 2016 and the
Council are commended for this
achievement.” LGA peer review report
“Children’s Services are outstanding and
provide a beacon for other authorities
grappling with the challenges of delivering
excellent outcomes for families and children
while operating within the context of a
constrained budget.” LGA peer review report

We will talk with, listen to, and act on the views of all
and in particular children and young people themselves.
We will make sure that we are on track by regularly
measuring our key targets including the percentage of
children who attend a good or outstanding schools/
settings and the percentage of pupils achieving 5
GCSEs at A* to C including English and Maths. We have
set targets to make sure that children in care progress
as they should and will check that we are helping
pupils from all backgrounds, including those with
education, health and care plans, to achieve their very
best. We will also make sure we are seeing more and
more young people aged 16-19 taking up worthwhile
education, employment or training opportunities.
We will be successful if we continue to keep families
together reducing the numbers of children needing to
live elsewhere. We know we must start early to prevent
problems escalating and will start young recognising
the importance of the early years to future outcomes.

Director and Founder of Foster Focus,
Luke Rodgers, Edward Timpson, Minister for
children and families, and Janice Nicholson,
residential and education service manager
visiting No Wrong Door in Scarborough.
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How are we doing so far

We have high
performing early
years provision
and we are
making progress in
closing the gap in
outcomes achieved
at this key stage.

Richard Webb
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Our next steps

We are improving educational
achievements including those for
vulnerable groups of children and
narrowing the gap between their
achievements and those of other children.
We have high and increasing
numbers of children and
young people attending
good or outstanding
schools, outperforming national
comparators (primary schools:
88.3%, secondary schools:
76.9%) with 92% of primary
and 85% of secondary schools
graded as good or outstanding.

David Bowe

primary

more than

Through the work of the
Schools Commission
we have transformed
our approach to
school improvement,
with a sector led
model supported by
a reconfigured local
authority support service.

secondary

Our new prevention service has more
than doubled our capacity to work in
a way which targets support to families
early and as a result our social care
teams experience more manageable
workloads and great retention levels.

The care population has been
safely reduced by 20% since
2012/13 and the numbers of children
on child protection plans has been
safely reduced by 25%. Youth custody and
teenage pregnancy figures continue to fall and
currently stand at 16.7 per 1000 which represents
an all time low. National comparator: 22.8 per 1000

We will continue to provide targeted high
quality intervention to prevent difficulties within
families escalating and, at the same time,
facilitate the delivery of a rich universal offer.
Our close work with police and health partners will
ensure the right people are working effectively with
the families who are most in need. We will extend our
innovative work on support to teenagers in, or on the
edge of, care keeping them local and in families. We
will work tirelessly with the education community to
ensure any new legislation does not distract but adds
to the progress currently being made educationally.
Targeted support in localities facing greater challenges
will improve skills and opportunities for young people
and therefore their career options. We will make sure
North Yorkshire schools are inclusive and improve
our local offer to support pupils who have special
educational needs, and/or disabilities, and their families.
We will see improvements in access to support for
young people experiencing emotional health difficulties.
For those who need to be in care, we will make sure
that care is local in adoptive or family settings or that
these children can return safely to the care of their birth
or extended family. We will carry on working to make
sure parents can access high quality school places/
early years provision in areas where numbers are
challenging, either because of reducing numbers of
children or in areas where more places are needed.
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David Bowe
David Bowe, director of business and environmental
services (BES) writes about their key ambition to create
economic opportunities for all parts of the County.

The ambition to create economic
opportunities for all parts of the county
We want North Yorkshire to be a place with an even stronger
economy and a commitment to sustainable growth that enables
our residents to fulfil their ambitions and aspirations.

Why this ambition is a priority and what it will achieve

“We have been tested time and again
and have always delivered; and, we are
certainly up to the tasks ahead although they
are hard, we need to continue to inspire
confidence and enthusiasm in each other
and work together across all the services we
provide in order to realise our ambitions.”

We are committed to strong economic growth because we believe it will deliver
a wealth of positive benefits for individuals and communities across the County. A
strong economy creates communities that are wealthier and healthier; communities
that demand less support from public services and generate a larger tax pool through
increased wages, more businesses and more housing. This creates an upward spiral
where we can afford to support essential public services that in turn support growth.
This ambition will mean that we can attract, retain and grow businesses which
will create higher quality jobs and increase median salaries. We will make this
sustainable by helping to develop a highly-skilled workforce. We already have
a housing shortage but economic growth will help address this and we will
manage impacts on local communities and the environment. We will work to
make housing more affordable and to reduce the ratio of earnings to house
prices by increasing the median wage as well as increasing house numbers.
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How are we doing so far
As with any ambition, you need to have a plan for
how you are going to achieve it and so we are
aligning our key plans and developing plans
where appropriate ones don’t exist.
We have established a Strategic
Transport Prospectus which looks
to bring influence at a North of
England level. This has been well
received by Transport for the North and
indeed by our partner authorities and
fits well with the devolution agenda.

From April 15 to April
16 we fixed a street light
every hour of every day for
the whole year – a total of
4,800 lights were mended.

4,800

96% of our A, B
and C roads are
in good repair

We will maintain 609 km of rural
roads this year, which is an increase
of 123km over last year. We are ontrack to invest over £4,000,000 more
or roads this year than in 2014/15.

We look after 1638 bridges across the county in 2014/15 we carried out 18 major and 20 minor
maintenance works – a total spend of approx £2.6million

David Bowe

Richard Webb
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2020 and beyond

Conclusion

We will improve east west connectivity across the County,
and the country, working with Transport for the North which
will create the platform for businesses to develop and indeed
relocate to North Yorkshire. This will include getting the most
out of high speed and conventional rail and bringing a better
link between the Northern Powerhouse and London.
Our commitment to improving broadband speeds and
coverage is progressing well. By June 2017, we will have
enabled 91% of premises to be able to get super-fast
broadband. We are already making plans for the next stage
and we anticipate increasing that to circa 95% by 2019
following further procurement. We are investing in this and
supporting its expansion as an essential requirement for
businesses and residents. However, mobile coverage is
now becoming as, if not more, important than broadband,
with everyone working and socialising through their
phones and connectivity, as with transport, is key to
success. We are engaging with the key service providers
to look at how we can accelerate coverage and quality
of coverage across the County so that we can attract the
businesses and business leaders we need to the area.

How we will make sure it’s working
Our role in BES is to enable the delivery of the ambition.
We will measure our success by what we deliver, and
also how partners perceive our contribution. We will,
therefore, monitor a performance metric and carry out an
annual survey of partners to understand how they believe
we have performed in the delivery of the ambition.
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Our next steps
We must focus every aspect of our services to keep
progress going in the right direction. There is not one
silver bullet to achieve success, growth is incremental
but does accelerate with success, and, therefore, we
must build on every success no matter how small.
We must be seen as a proactive Council that leads
by example and supports growth in our region with
the same aims, such as the district councils and
Government departments. Whilst this is not growth
at all costs, it is growth that adds value and enhances
the environment and prospects of the region.
We have also set up a development group covering
the York, North Yorkshire, East Riding and now
Hull areas which helps us to look at the wider
geography more strategically and support each
other in doing so. We are now working together
to develop a framework which will look for shared
solutions across local authority boundaries.
All business and economic services are considering
supporting growth alongside the delivery of statutory
duties and exploring how we can help support business
and housing growth. We will continue to challenge what
we are doing in order to mitigate any adverse impact.
We will continue our strong work on highways
maintenance. We are working with Parish Councils
and the parish portal to improve accessibility to all
services online and further their ability to self-serve.

Richard Webb

Looking forward to
2020 and beyond

Conclusion

CASE STUDY: STREET LIGHTS
We focus on planned maintenance of roads
in order to minimise the need for reactive
maintenance. We will continue to ‘sell’ the
benefit of this approach to our residents.
We are seeking agreement on a devolution deal with
partners and Government that could provide access to
powers and funding that would help achieve the more
ambitious proposals we have to support growth. We
are talking and listening to our citizens and communities
and will use this knowledge to work with partners to
achieve the best growth outcome for all. We will make
sure our economic growth strategy and our strategic
transport plan are underpinned by performance
metrics and monitored throughout the process.

Last year, colleagues from across the Council helped
to test an innovative new online street light fault
reporting tool. The tool was developed as part of the
2020 customer programme, working in conjunction
with colleagues from communications, the customer
resolution centre technology and change and BES.
Since its launch, we have developed and improved
the tool based on feedback from customers and
using in-house expertise. The tool includes an
interactive map to help customers locate a specific
faulty street light and an update service that reports
on progress for customers who have reported
problems through their website account.
The development of the street light tool, along with
other online customer services, is still subject to testing
and development. Once the tool is officially launched
in September 2016, there will be a full communications
campaign with customers to encourage them to go
online to report problems. Sarah Foley, head of the
customer programme said: “The street light reporting
tool is an excellent example of teams working
together across the Council to deliver changes that
benefit both our customers and the Council. This
tool, together with a range of other digital services,
means that we have already hit our 2020 target of
getting 70% of our customer interactions online.”
To find out more about how we are transforming
the way that we interact with customers,
please visit the 2020 customer pages.
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Richard Webb
Richard Webb, director of health and adult services (HAS) writes
about their ambitions for the people of North Yorkshire.

The ambition for the people of North Yorkshire
Our ambition is to make sure that the people of North Yorkshire are given every
opportunity to live longer, healthier, independent lives. We will make sure that
support is centred on the needs of people and their carers, allowing them to
take control of their health and independence. Good health and social care
services will be available across our communities and we will work to keep
vulnerable people safe, with individuals, organisations and communities all
playing a part in preventing, identifying and reporting neglect or abuse.

Why this ambition is a priority and what it will achieve

“It is a privilege for me to work in this
beautiful County and with such dedicated
and creative staff who always go the extra
mile to make our adult social care and
public health services outstanding.”

We have a growing number of older people in North Yorkshire. By 2020, nearly
a quarter of residents will be over 65 years old and their expectations about
what they need and how they want to live their lives are changing. This brings
a number of challenges; by 2020 the number of people who have a limiting
long term illness will have increased by over 8,000 and the number of people
predicted to have dementia will see an increase of over 20 percent. We are
tackling these challenges in a number of ways including using new technology
to help us to work more quickly and efficiently. This is supported by changes
in national policy, including the Care Act, the biggest change to social care law
in over 60 years. The Spending Review also sets out an ambitious plan so that
by 2020, health and social care are integrated across the country. Every part of
the country must have a plan for this in 2017, to be implemented by 2020.
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This ambition will see new sorts of care that are
affordable, sustainable and help people to live healthier
lives. These will contribute enormously to our work to
prevent, reduce and delay people’s need to seek health
and care support. People will have more choice and
control over the support they need and will be able
to take responsibility for their health and wellbeing;
setting up locally-based services will help people stay
independent and close to family and friends and these
services will be focussed where there is a particular
need and where it offers better value for money.
We will make it as easy as possible for people to contact
us through the website or the customer resolution
centre (CRC). We will work with new technology and
our partner organisations to make sure we share
information in a way that will improve things for our
customers. For example, we will be able to use people’s
NHS number to provide a shared care record across
partners. This ambition will mean health and social
care in our County will be high quality and include
more extra care and supported living accommodation
for people who need it which, in turn, will contribute
to the prosperity and well-being of our communities.

Gary Fielding

Pete Dwyer

David Bowe

Richard Webb

Looking forward to
2020 and beyond

Conclusion

To help us achieve our ambitions we have developed
a new Care and Support Pathway that will transform
our adult social care services. The new model builds
on our care and support and prevention services,
introduces professionally qualified staff into the CRC
and re-designs our reablement services. The Care
and Support pathway will support people to help
themselves by providing more targeted information,
advice and guidance and sign posting at the earliest
opportunity. It will support people to live independently
for longer through more effective use of equipment,
tele-care and reablement services throughout the
pathway. We want to work with people interested in
adult social care and people who use our services to
participate in the design of our on-line assessments
tools and we have already started this work.
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CASE STUDY: Living Well
The Living Well team has had the opportunity
to work with healthy lifestyle initiatives within
Hambleton and Richmondshire, developed by
Step by Step, Take that Step and MECC.
In one initiative, we encouraged people to go on
health walks (Hambleton Stollers and Richmondshire
Health Walks), which are national schemes now
organised by Macmillan Cancer Support and the
Ramblers Association and encourage people to go
walking in a group setting to increase their fitness.
The walks are graded for different fitness levels
and trained volunteer walk leaders encourage
walkers to walk at a pace which is best for them.
Here’s a typical example
Mr and Mrs Jones recently moved in to the area after
retiring. Mr Jones has been diagnosed with Dementia.
He used to do a lot of driving in his job but is now
unable to drive and has had to submit his driving
licence to the DVLA which means Mrs Jones is now
the only driver in the household. This has had an effect
on Mr Jones’s independence and he misses driving
and walking on his own and Mrs Jones gets quite
distressed when Mr Jones does go out on his own.

The Living Well team became involved when
Mr and Mrs Jones self-referred themselves via
the customer resolution centre. They met the
Living Well team and talked to Mr and Mrs Jones
about their needs and their interests. Through
supportive steps, we are now at a point where:
1. Mr Jones is enjoying going out
walking in a safe environment.
2. Mr Jones is making new friends and
contacts in the community leading to
potential new leisure opportunities.
3. Mr Jones is pursuing his interest in bird watching.

The Living Well team at their launch in 2015

4. Mrs Jones is not worrying about her husband
going walking on his own and maybe getting lost.
5. Mrs Jones is able to spend some quality
time on her own, and this in itself is having
a positive effect on her mental health.
The Living Well team is aware of the importance of
engaging with external agencies who promote healthy
lifestyles. Some of the initiatives are free, which is
a very attractive feature that encourages people to
access them more readily. However, some have a cost
implication and we always inform the people we are
working with so they can make an informed choice
to the type of activity they would like to take part in.
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How are we doing so far

How we will make sure it’s working

We are already working with clinical commissioning groups (CCGs) to develop new models
of care, including Vanguard in Harrogate and Rural District CCG, Ambition for Health with
Scarborough and Ryedale CCG, Fit 4 the Future with Hambleton Richmondshire and
Whitby CCG. Links have been agreed to commission jointly health and care equipment with
CCGs and we are working with them to look at the county’s employment market to make
sure we have an ongoing supply of people to work in the care sector. So far, we have:

We will measure how we are doing against targets
for each service area, and overall services, including
evaluating their quality and accessibility. By June
2016, we will have completed discussions with
key health partners (including GPs) to agree the
content of the Sustainability and Transformation
Plans. By 2020, we will have agreed how care
will be provided across the County, we will work
with providers to produce services, and in some
case, become the provider, with partners where
appropriate. We will monitor the numbers of
people receiving services to make sure that the
Living Well Service and Stronger Communities are
working to prevent more complicated health and
care problems. We will review the service being
given by the customer resolution centre to make
sure it prevents, reduces or delays care needs.
We will support the recruitment and retention of
a North Yorkshire health and care workforce.

14
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In 2015/16 our START (Short Term Assessment and Reablement) team spent 143,000 hours helping people to
regain independence in their own home following either
discharge from hospital or another significant event.
Following a period of reablement, 83% of
those people, successfully maintain their
independence in their own home.

We carried out more than 25,000
assessments and reassessments
across all client groups.

83

During 2015/16 we provided the
equivalent of 116,000 weeks of
care in residential care homes.

19+3

We have completed 19 extra care housing schemes in
North Yorkshire and by November 2016 3 new schemes will be open.
By 2030 it is anticipated a further 28 developments will be completed.

Our next steps
We are committed to this ambition and have
designed our plans and strategies to take it
forward. Our next steps will include consolidation
of our discussions on further integration of
Health and Social Care by 2020 including
new models of care; continued delivery of the
Council’s 2020 Finance HAS projects and agree
the Better Care Fund plan for 2016/17 with
appropriate financial protection for social care.
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Looking forward to 2020 and beyond
As you have seen by our progress to date, and our
ambitions, we have a proven track record of meeting
past challenges positively and planning effectively for
challenges ahead. Self-reflection is a very important
part of the planning process and we have talked to
managers and colleagues and identified a number
of our key strengths in which we can have great
confidence; these strengths will take us forward over
the next few challenging years as we continue to:
• Focus on clear prioritisation and outcomes;
• Be creative and commercial;
• Play to our strengths; and
• Adopt new ways of working.

These strengths were recognised by the recent Local Government Association (LGA) peer
challenge, and are endorsed here in extracts from the full feedback report.
Effective partnership working: demonstrated
by the trading standards financial investigations
unit and multi-agency safeguarding team,
Infrastructure Delivery Group (e.g. in Selby, Middle
Deepdale in Scarborough) and Better Together.

There is no doubt that NYCC is a good
partner and that generally partnerships are
strong. LGA peer challenge – feedback report.
Excellent relationships exist with health,
police and the LEP that are built
on strong mutual trust and respect.
LGA peer challenge – feedback report.
Financial management: demonstrated by
a sound, far-sighted approach to budget,
throughout the 2020NY programme.

NYCC has a very sound financial position
and has a tremendous grip of its budget.
LGA peer challenge – feedback report.

Workforce-development and support of our staff:
demonstrated by our investment in the workforce, and
the focus of our staff on delivering to communities – linked
to their commitment to where they live, or families live.

Staff are noticeably loyal, passionate and
committed to delivering their best for NYCC
through a strong ‘public service ethos’. That
came across very strongly during our time in
North Yorkshire and this is a real asset for the
Council. LGA peer challenge – feedback report.
Innovation: as seen in our approach to delivery of
services; e.g. highways use of technology, use of the
customer resolution centre to help deliver services
(social care), and the Trading Standards e-crime unit.

Staff are extremely committed and willing
to go the extra mile (not only in times of
emergency, but also on a day-to-day
basis). They are engaged, committed
and proud to work for the Council, and
initiatives such as the Innovation Awards
means that the transformation programme
is ‘bottom-up’ as well as ‘top-down’.
LGA peer challenge – feedback report.
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Delivery focus and resilience of our workforce:
as seen in the way ‘we get on and deliver’: for
example the Tour de France, Tour de Yorkshire.

Public Health: as seen in our transformation of the
service with examples of systems transformation in
areas like NYHorizons and substance misuse (alcohol).

Community focus: seen in our development of
community and volunteering through the examples
of community transport and library provision.

North Yorkshire County Council has a
very strong record of delivery. The culture
of the organisation is focused, ‘can do’
and strives for continuous improvement.

The Council has good developing plans
on the transformation of the health and
care system across North Yorkshire.
The investment in extra care and the
developing commissioning approach with
providers will provide some longer term
solutions to the demands and complexity
being faced by the County Council.
LGA peer challenge – feedback report.

The review of the Library provision in
North Yorkshire and the transfer to
community leadership of significant parts
of the service is an excellent example of
working with the Community effectively
to deliver a good outcome at reduced
cost. LGA peer challenge – feedback report.

LGA peer challenge – feedback report.
Trading: demonstrated by SmartSolutions and our
approach to effective trading, use of companies, like
Yorwaste and different ways of trading (Teckal).

The Council has a maturing commercial
strategy and culture. The development
of SmartSolutions, Yorwaste and NYnet
shows the Council’s forward thinking on this
issue. LGA peer challenge – feedback report.

Extra care schemes: demonstrated by our leadership
on developing programmes, working in partnership
and the current programme and wider partnership to
create the future programme of extra care homes.

The Council has good developing plans
on the transformation of the health and
care system across North Yorkshire.
The investment in extra care and the
developing commissioning approach with
providers will provide some longer term
solutions to the demands and complexity
being faced by the County Council.
LGA peer challenge – feedback report.

Supporting our staff with self-service: evidenced
in the efficiency and flexibility of our back office
and demonstrated by Insight and MyView.

The Council is warm and welcoming and
has a loyal and committed workforce.
There is good enabling ICT infrastructure
being implemented and great use of
business intelligence and self-service
options. LGA peer challenge – feedback report.
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Conclusion
So, we are very good and we should celebrate
our successes across the Council, but we can get
better. There are still big challenges ahead and, looking
forward to 2020 and beyond, we can see that many
services we currently deliver will continue to be vital for
North Yorkshire though there will be some that we will
no longer be able to provide in the way we do now. We
will focus on prevention and heading off demand so that
we can target our resources in an effective and efficient
way - where they are needed most. We will also focus
on moving towards a culture that allows us to think
and act in a commercial and creative way to generate
income and meet out challenges smartly. We will need
to provide leadership to help tackle some of the ongoing issues that affect us, as a Council, and the lives
of people within the County. We know we are a flexible,
committed and skilled workforce and we will continue
to support you with good two-way communications,
resilient processes and the right equipment, spaces
and training to become a truly modern council.

The LGA peer review report was clear in its praise
of the strength of our character and resolve:

We want your feedback.

• We are warm and welcoming and have
a loyal and committed workforce;

First and foremost, talk to colleagues and your
managers and seek innovative ways to use resources
smartly. The following channels might help you to
talk to each other more widely across the Council:

• We have a ‘family feel’ to the Council
and a ‘can do’ attitude;

• Join in, talk to the communications
unit about starting a forum;

• Our transformation is ‘bottom-up’
as well as ‘top-down’; and

• Write a blog or respond to a blog with your ideas;

• We put “our money where our mouth is”;

• We are not afraid to take difficult decisions
or to buck national trends.
These are some of the very attributes that will
help us to build on our successes and we ask
you to seek the opportunities that lie in the
changes ahead and to continue to work together
to provide the best service possible for our
customers up to the year 2020 and beyond.

• Take part in staff, and other, surveys;
• Enter the innovation awards;
• Use our bright ideas button on the
home page of the intranet; and
• Use the news, and other, areas of the intranet as
a way of sharing developments and successes.

June 2016

Richard Flinton celebrating with colleagues
at a ‘long service’ award ceremony
27

Contact us
North Yorkshire County Council, County Hall, Northallerton, North Yorkshire, DL7 8AD
Our Customer Resolution Centre is open Monday to Friday 8.00am - 5.30pm
(closed weekends and bank holidays). Tel: 01609 780 780
email: customer.services@northyorks.gov.uk web: www.northyorks.gov.uk

If you would like this information in another language or format please ask us.
Tel: 01609 780 780 email: customer.services@northyorks.gov.uk

