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Leader of the Council: Cllr Ian Edwards

For councils, performance management uses data to drive evidence-based decision making, 
challenging current ways of working and service delivery models. Our digital transformation investment 
has made this report efficient. It helps local government take responsibility for its performance and 
allows our residents to hold us to account, ensuring we are meeting local needs and spending their 
money wisely.

Performance management involves setting shared goals and measuring progress towards them. It 
ensures governance arrangements are in place to achieve an authority's objectives. In Hillingdon, 
performance is aligned with the Council Strategy, providing performance reports to services, senior 
management teams, the Corporate Management Team, and the Leader and Cabinet.

This annual report uses key performance indicators and monitoring data to show the performance of 
key services for the financial year 2024/25. Where possible, we have benchmarked these against 
comparable authorities





Cabinet Member: Cllr Susan O'Brien
Portfolio:  Children, Families and Education Our commitments to residents Thriving, healthy households



Corporate Director: Julie Kelly – Children Services

Children’s Services has demonstrated a strong commitment to delivering safe, inclusive, and responsive support for children and families 
across Hillingdon. The service continues to operate in a complex and high-demand environment, shaped by national pressures, local 
demographics, and the borough’s unique role as a port authority. Despite these challenges, there is clear evidence of progress and resilience 
across key areas of delivery.

The borough’s role in supporting unaccompanied asylum-seeking children and care leavers adds further complexity to the landscape. These 
young people often present with significant vulnerabilities and require tailored, trauma-informed support. The service is committed to 
strengthening its care leaver offer, ensuring that young adults are equipped with the skills, stability, and opportunities they need to thrive.

Overall, Children’s Services is navigating a demanding operating environment with determination and strategic clarity. The alignment between 
performance data and service priorities is evident, and the focus on transformation, inclusion, and financial sustainability positions the service 
well for the future. Continued collaboration across the council and with partners will be essential to maintain momentum and deliver improved 
outcomes for Hillingdon’s children and young people.

Performance information within this pack that benchmarks Hillingdon will be the latest available that has been a validated and normalised data 
set from national statutory returns to ensure fair and consistent reporting. There is always a delay due to the nature of collection, therefore you 
may see 2023/24’s data as this is the most recent at time of publishing this report.



As a port authority area, due to the presence of 
Heathrow Airport, Hillingdon continues to play a critical 
role in supporting Unaccompanied Asylum-Seeking 
Children (UASC). These young people arrive in the UK 
without a parent or guardian and therefore have 
significant vulnerabilities. Consequently, they require 
tailored support to ensure their safety, wellbeing and 
integration.
The top graph shows the number of UASC in 
Hillingdon’s care at the end of each month. While these 
figures have remained relatively stable over the past 
year, 71 in March 2025 compared to 73 in April 2024, 
this stability is in part due to the operation of the National 
Transfer Scheme (NTS). The NTS enables the 
redistribution of UASC across local authorities to ensure 
a more equitable sharing of responsibility and to prevent 
disproportionate pressure on port authority areas like 
Hillingdon. Throughout the year, a number of UASC 
have been successfully transferred to other local 
authorities through this scheme, helping to manage local 
capacity while ensuring children continue to receive 
appropriate care.
The bottom graph shows the number of UASC 
supported by each London borough in 2023/24, adjusted 
per 10,000 looked after children. This allows for fair 
comparisons between boroughs of different sizes and 
highlights the continued importance of national 
coordination in supporting this vulnerable group.

Children, Families and Education – Unaccompanied Asylum-Seeking Children



Cabinet Member: Cllr Jane Palmer
Portfolio: Health and Social Care Our commitments to residents 

Thriving, healthy households



Corporate Director: Sandra Taylor – Adult Social Care and Health   
Adult Social Care is adapting to national pressures in the NHS. In Hillingdon there is a renewed  focus on system-level collaboration to improve outcomes. Integrated neighbourhood 
models, digital care, and joint commissioning are streamlining pathways and reduce delays.  Locally, timely interventions and smoother service transitions are emphasized, with a strong 
focus on community-based care to reduce hospital reliance.  Equally, there is a strong emphasis on admission avoidance through reactive care initiatives in the community. Our urgent 
response teams, enhanced reablement offer, and third-sector partnerships are supporting residents to remain safely at home, reducing reliance on hospital-based care and improving 
recovery outcomes.
Adult Social Care and Health (ASC&H) continues to operate within a landscape of intensifying demand and evolving legislative frameworks. The 2024/25 performance narrative reflects a 
service under pressure but actively responding with innovation, transformation, and strategic partnerships. The year saw a marked increase in demand across ASC services, driven by:
• demographic changes, including an ageing population and increased complexity of needs
• transitions from Children’s Services, particularly for young people with SEND and complex care requirements, which continue to place increasing pressure on Adult Social Care. We 

are seeing a growing cohort of individuals with autism-only diagnoses and co-occurring mental health needs, which do not align with traditional learning disability pathways. This 
presents challenges in service design, workforce capability, and long-term planning requiring tailored support and robust multi-agency coordination

These pressures are compounded by significant legislative shifts, including the implementation of the Care Act, Better Care Fund (BCF) requirements, and the evolving Deprivation of 
Liberty Safeguards (DoLS) framework. Despite these challenges, ASC&H has maintained strong performance in several key areas, including service user satisfaction and quality of life 
indicators remain high. Access to information and early intervention has improved. Digital tools are improving access to information, enabling smarter care planning, and supporting 
residents to live independently. The use of data analytics is helping us identify trends, target interventions, and monitor outcomes more effectively. Our extra care model is a core part of the 
early support offer which includes integrating digital solutions to support older adults with emerging and complex needs. We are exploring further innovations to enhance service delivery 
and resident experience. 

To manage demand and sustain performance, ASC&H has implemented a series of targeted actions:
• Transformation of the front door - The ASC&H Single Point of Access (SPA) and Multi-Agency Safeguarding Hub (MASH) have been instrumental in reshaping our front door. These 

services have strengthened early intervention, improved triage, and ensured timely safeguarding responses. The SPA has helped reduce unnecessary referrals into long-term care by 
connecting residents with community-based support and third-sector services. MASH continues to deliver robust safeguarding outcomes through multi-agency collaboration. Performance 
data shows a steady volume of referrals being managed effectively, with assessment timeliness improving and contact-to-referral ratios stabilising.

• Reablement remains our most effective intervention for supporting residents following a health or care crisis. It enables recovery, promotes independence, and reduces long-term 
dependency. Our expanded reablement offer is helping us intervene earlier and avoid escalation into long-term care, which is critical for sustainability.

• A fully completed BCF Assurance document has been submitted within required timelines, ensuring compliance and unlocking funding streams. 
• To support a sustainable care market and manage inflationary pressures, ASC&H has worked closely with providers to maintain service quality and financial viability. The council has 

prioritised collaborative approaches that help providers absorb cost pressures, stabilise pricing, and continue delivering high quality care. This partnership model has proven effective in 
maintaining market resilience, ensuring continuity of care, and avoiding disruption to residents. Providers have responded positively, engaging in joint planning and resource alignment 
to support shared outcomes.

In July 2024 , the Care Quality Commission (CQC) conducted a comprehensive inspection of ASC&H services rating us as Good overall. Their assessment of ASC&H evaluated how 
effectively the council is meeting its duties under Part 1 of the Care Act (2014). The inspection focused on the quality, accessibility, and responsiveness of adult social care services 
provided to residents. Key findings included outstanding performance and being rated as one of the best performing councils nationally and in London reflecting its strong leadership, 
effective service delivery, and commitment to continuous improvement . The report highlighted high levels of satisfaction among service users, with care described as person-centred, safe, 
and well-coordinated . The council demonstrated robust governance structures and clear accountability mechanisms, ensuring transparency and responsiveness in service provision.



Contacts can be for any age and can be 
made via various methods by various 
persons (current clients, potential 
clients, care providers, police) and 
could be general enquiries, requests for 
assessments or safeguarding issues. 

Contacts could lead to a referral, 
meaning that the person in question 
may receive an assessment.

This could be for adult social care, 
occupational therapy, sensory or 
property adaptations.

We have seen a slight decline in the 
number of contacts in the last few 
months. However, the number of 
referrals is fairly steady. This could 
suggest that the number of requests for 
support is the same, but the additional 
contacts are not needed as we are 
dealing with the needs of the resident 
faster than previously. This decline in 
contacts will lead to a lower burden on 
funds to support residents.

Health and Social Care - Adult Social Care Demand



The top chart illustrates the number of 
unique clients receiving home care—
whether in their own homes, supported 
living, or extra care settings—which 
has gradually declined during the past 
two years. In contrast, the bottom chart 
shows the total number of services 
provided to clients, which has steadily 
increased, reaching 5,432 as of March 
2025. This reflects the growing 
complexity of need, where individuals 
often require multiple types of support, 
such as home care combined with 
outreach. 
To respond to this increasing demand, 
the council has expanded its 
Reablement Services - short-term, 
targeted interventions designed to 
maximise independence and reduce 
reliance on long-term care. By offering 
reablement to more residents, the 
council is able to support individuals 
with complex needs earlier in their care 
journey, increasing the number of 
active services while helping to avoid 
unnecessary escalation into costly, 
long-term home care. This approach 
ensures that residents receive the right 
level of care at the right time, tailored 
to their evolving needs and promoting 
sustainable service delivery.

Health and Social Care - Adult Social Care Demand



It’s important for everyone, particularly 
those with learning disabilities, to benefit 
from living independently and in stable 
environments.

By doing so it:
• promotes personal growth and self-

esteem
• encourages social inclusion
• improves mental health
• supports customised living
• fosters responsibility and 

accountability
• leads to better long-term outcomes

In 2023/24, the percentage of adults 
(aged 18-64), with a learning disability,  
who live in their own home or with their 
family in Hillingdon was 81.7%, higher 
than the London average (79.5%).

The higher the score, the more people 
living independently and in a stable 
environment.

Health and Social Care - Adult Social Care – Learning Disability clients



The top chart shows how many 
residents are in residential or nursing 
care each month. Overall, the number 
has slightly decreased over the year but 
has started to rise again in recent 
months. These placements are arranged 
or paid for by the council. 

The lower chart shows the average 
number of support hours given to each 
resident with an Adult Support Plan. This 
has remained fairly stable, though there 
have been some small increases 
recently, suggesting a growing level of 
need among residents.

Health and Social Care - Adult Social Care Demand

Number of residents in Residential or Nursing Placements



The top chart shows the average age of people 
starting to receive adult social care each 
month. This has stayed fairly steady over the 
year, generally between 63 and 66 years old. It 
helps us understand who is coming into the 
care system and how needs might change over 
time.

The bottom chart shows how many people 
aged over 85 have contacted adult social care 
services each month. These numbers go up 
and down, but we’ve seen some noticeable 
increases in certain months. This reflects the 
ongoing and often urgent needs of our older 
population, who are more likely to need support 
to stay safe and independent.

Health and Social Care - Adult Social Care Demand



Adult Social Care has set an ambitious target of  80% to 
complete all  new client assessments within 28 days of 
referral, ensuring timely engagement and reducing 
delays in care. This target supports early identification 
of needs and swift access to support, helping to 
minimise risk and improve outcomes for residents.

The graph indicates that whilst this has been achieved 
at times  our work to achieve consistency io ongoing. 
Some assessments justifiably take longer due to 
complex needs, multi-agency coordination, or planned 
reviews. In these cases, professional judgement and 
triage ensure that care is prioritised appropriately, 
balancing performance with quality and safety. This 
reflects a person-centred approach that values 
responsiveness without compromising thoroughness.

Health and Social Care - Adult Social Care Assessments

The bottom graph shows the volume of 
Adult Social Care assessments completed 
each month, reflecting the sustained 
efforts of our social workers to respond to 
referrals and ensure residents receive the 
right level of support.

This activity highlights not only the scale 
of demand but also the dedication of 
teams working across complex and varied 
cases—balancing timeliness with quality 
to deliver person-centred care.



Every year, a survey is sent to randomly selected 
service users. This provides an excellent way for 
service users to feed back on a multitude of topics. It’s 
also helpful for Hillingdon and the government to 
understand service users’ views so that services can 
continue to be improved.

Eight of the questions within the survey are combined 
to give a ‘Quality of life’ score, relating to social care.

In 2023/24, Hillingdon scored 19.1 out of 24, based on 
responses to surveys sent to service users; the 
average for London  was 18.4.

The higher the score, the better quality of life.

The score takes into consideration:
-control
-dignity
-personal care
-food and nutrition
-safety
-occupation
-social participation
-accommodation.

‘Service users’ definition:
People receiving partly or wholly supported care from 
their local authority and not wholly private, self-funded 
care.

Health and Social Care - Adult Social Care Service User Survey Responses (1)



Health and Social Care - Adult Social Care Service User Survey Responses (2)

Every year, a survey is sent to randomly selected 
service users. This provides an excellent way for 
service users to feed back on a multitude of topics. It’s 
also helpful for Hillingdon and the government to 
understand service users’ views so that services can 
continue to be improved.

It’s important that service users’ satisfaction with care 
and support is as high as possible. 

In 2023/24, Hillingdon scored 58.4%, for social care-
related satisfaction with care and support, based on 
responses to surveys sent to service users; the 
average for London was 60.5%.

The higher the score, the more satisfied.

Score based on those responding:
'I am extremely satisfied’ or
'I am very satisfied’
to 'Overall, how satisfied or dissatisfied are you with 
the care and support services you receive’
and those responding:
'I am very happy with the way staff help me, it's really 
good’
to 'How happy are you with the way staff help you?‘

‘Service users’ definition:
People receiving partly or wholly supported care from 
their local authority and not wholly private, self-funded 
care.



Every year, a survey is sent to randomly selected 
service users. This provides an excellent way for 
service users to feed back on a multitude of topics. 
It’s also helpful for Hillingdon and the government to 
understand service users’ views so that services can 
continue to be improved.

It’s important that service users have as much 
control over their daily life as possible. 

In 2023/24, Hillingdon scored 77.0%, for those 
service users who reported having control over their 
daily life, based on responses to surveys sent to 
service users, higher than the London average of 
71.8%.

The higher the score, the more service users had 
control.

Score based on those responding:
‘I have as much control over my daily life as I want’ 
or 
‘I have adequate control over my daily life’ to: ‘Which 
of the following statements best describes how much 
control you have over your daily life?’

‘Service users’ definition:
People receiving partly or wholly supported care 
from their local authority and not wholly private, self-
funded care.

Health and Social Care - Adult Social Care Service User Survey Responses (3)



Every two years, a survey is sent to randomly 
selected carers. This provides an excellent way for 
carers to feed back on a multitude of topics. It’s also 
helpful for Hillingdon and the government to 
understand carers’ views so that services can 
continue to be improved.

In 2023/24, Hillingdon scored 6.8 out of 12, for 
carer-related quality of life, based on responses to 
surveys sent to carers, lower than London (7.2).

The higher the score, the better quality of life.

The score takes into consideration:
-occupation
-control
-personal care
-safety
-social participation
-encouragement/support.

‘Carer’ definition:
Person providing unpaid support, where they have:
-received ongoing support during the year, even if 
no review of those arrangements took place
And/or
-have been assessed or reviewed for support 
during the year, even if no support was provided.

Health and Social Care - Adult Social Care Carer Survey Responses (1)



In 2023/24, Hillingdon achieved a carer 
satisfaction score of 36.3% for care and 
support services—based on survey responses 
from carers. This is above the London 
average of 33.1%, indicating relatively higher 
satisfaction among local carers. 

The score reflects those who responded 
with 'extremely satisfied' or 'very satisfied' to 
the question: “Overall, how satisfied or 
dissatisfied are you with the support or services 
you and the person you care for have received 
from Social Services in the last 12 months?”

The term ‘carer’ refers to individuals providing 
unpaid support who either received ongoing 
support during the year (even without a formal 
review) or were assessed or reviewed for 
support (even if no support was ultimately 
provided).

Health and Social Care - Adult Social Care Carer Survey Responses (2)



In 2023/24, Hillingdon’s Adult Social 
Care staff turnover rate was 13.2%, well 
below the London average of 19.4%. 
This figure covers employees across 
both the independent and local authority 
sectors, spanning all service areas—
community care, day care, domiciliary 
care, and residential care.

A lower turnover rate reflects greater 
workforce stability and consistency, 
which supports better outcomes for 
residents. The rate is calculated by 
expressing the number of leavers 
during the year as a percentage of 
employees, with both leavers and 
employees referring to permanent and 
temporary staff only.

Health and Social Care - Adult Social Care Staff Turnover



There is concern about the rise of childhood obesity and the 
implications of obesity persisting into adulthood. 

The risk of obesity in adulthood and risk of future obesity-related ill 
health are greater as children get older. Studies tracking child 
obesity into adulthood have found that the probability of children 
who are overweight or living with obesity becoming overweight or 
obese adults increases with age. 

The health consequences of childhood obesity include Type 2 
Diabetes, hypertension and the exacerbation of conditions such as 
asthma and psychological problems such as social isolation, low 
self-esteem, teasing and bullying.
18.7% of Reception children were overweight or living with obesity 
in 2023/24, lower than both London and England.

Health and Social Care – Public Health, prevalence of overweight (including 
obesity) in Reception aged children



Year 6 prevalence of overweight (including obesity) is 37.5% in 
2023/24; this represents a difference of 18.8 percentage points from 
Reception to Year 6, which is higher than the London and England 
differences (16.9 and 13.7).

Hillingdon’s trend is below England for Reception but above England 
for Year 6.  Reducing childhood obesity is a strategic priority for 
Hillingdon’s Health & Wellbeing Board throughout 2025-28.  

Health and Social Care – Public Health, prevalence of overweight (including 
obesity) in Year 6 children



This is the estimated percentage of children 
aged 5 to 16 (Year 1 to 11 pupils) who 
participated in an activity once a week or 
more, in the last seven days when the survey 
was completed.

Only activity of at least moderate intensity is 
included. This is taken from one or more 
broad activity categories of active travel, 
walking, cycling, riding a scooter, active 
play/informal activity, fitness, dance, and 
sporting activities.

In 2023/24, the percentage of children who 
participated in an activity once a week or 
more in Hillingdon was 92.1%, which is 
slightly better than the London average of 
91.2%.

Health and Social Care – Public Health, physical activity (children)



This is the percentage of respondents aged 
19 and over, doing less than 30 moderate 
intensity equivalent (MIE) minutes' physical 
activity per week in bouts of 10 minutes or 
more in the previous 28 days expressed as 
a percentage of the total number of 
respondents aged 19 and over.

In 2023/24, the percentage of physically 
inactive adults in Hillingdon was 30.9%, 
above the London average of 22.5%.

Health and Social Care – Public Health, physical activity (adults)



This is the proportion of adults who do any 
walking or cycling, for travel purposes at least 
once per week. 

Data is gathered from two surveys - the National 
Travel Survey (NTS) and the Active Lives Survey 
(ALS); results are grouped according to the area 
where respondents live, which may not be the 
same as the area where they walk or cycle.

In 2023, the proportion of adults who do any 
walking or cycling for travel purposes at least one 
per week in Hillingdon was 40%, which is below 
the London mean proportion of 54.8%.

Health and Social Care – Public Health, physical activity



Concluding comments

The Annual Performance Report for 2024/25 provides a transparent account of Hillingdon Council's performance across core service 
areas, emphasizing putting residents first. The council is addressing significant challenges such as rising demand, financial 
pressures, and evolving community needs while maintaining a commitment to service quality, accountability, and resident wellbeing.

Adult social care services are adapting to demographic shifts and higher expectations, focusing on early intervention, reablement, 
and resident independence. The council has maintained strong performance in service user satisfaction, quality of life, and access to 
information while managing increasing demand and complexity in care provision.

Financially, the council operates under considerable strain due to reduced central funding, inflationary pressures, and demand-led 
costs. Risk management processes have been strengthened, and counter fraud efforts have delivered significant recoveries. Digital 
transformation continues to progress, with improvements in broadband coverage and online service usage.

Overall, the report demonstrates Hillingdon's commitment to continuous improvement, resident-centred service delivery, and 
strategic resilience. The council’s data-driven approach, investment in transformation, and focus on outcomes position it to navigate 
the road ahead with purpose and clear objectives.



Moving forward

The Local Government Outcomes Framework (LGOF) is a new national system that will help councils across the country measure and improve the 
way they deliver services for residents. Due to launch in April 2026, the LGOF aims to create a clearer and more consistent picture of how well councils 
are supporting their communities by focusing on results that matter most to local people.

What is the LGOF?
The LGOF sets out 15 priority outcomes, such as health, housing, community safety, education, and the local environment supported by 115 individual 
measures. The vast majority of these are statutory indicators, meaning councils already collect and report this information to government. By bringing this 
data together in one place, the framework allows councils to see how they compare with others regionally and nationally, helping to identify areas for 
improvement and share what works.

The LGOF isn’t just about collecting data; it’s designed to promote a culture of data-driven self-improvement and encourage councils to learn from 
each other. This should lead to better decision-making, more effective services, and improved outcomes for residents.

What does it mean for Hillingdon?
Hillingdon will contribute to the development of the LGOF as it takes shape over the next year, sharing our experience and helping to shape the final 
framework. Once it goes live, we will align our annual reporting and performance management to the LGOF’s outcomes and measures, ensuring 
residents and stakeholders can see how Hillingdon is performing in all key areas.
Most of the information needed for the LGOF will come from statutory data returns that are already published. However, this also highlights the 
importance of having accurate and high-quality data in our systems. As part of our preparations, we will be prioritising improvements to data quality and 
carrying out audits in key service areas, so our reporting is reliable and reflects the real picture for our residents.

By working towards the LGOF, Hillingdon is committed to being transparent about our performance, learning from best practice, and driving continuous 
improvement, helping us to deliver better services and outcomes for everyone in the borough. 





Data sources

Much of the data used in this report is from council systems.  

External data sources have been used to allow benchmarking to London and England; these data sources include:

LG Inform, Local Government Association; many graphs used in this report detail outputs from:
- Ministry of Housing, Communities and Local Government (MHCLG)
- Department for Levelling Up, Housing and Communities (DLUHC)
- Department for Digital, Culture, Media and Sport 
- Department for Environment, Food and Rural Affairs (DEFRA)
- NHS England
- Office for Health Improvement and Disparities (OHID)

Local Government Outcomes Framework (LGOF)

https://lginform.local.gov.uk/
https://www.gov.uk/government/publications/local-government-outcomes-framework-call-for-feedback
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