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[ Item 3.1 Appendix Il - Compliments Complaints Report Q4 - detailed version CE
amends.pdf
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[ Item 5.3 confidential Appendix 1 - CE Assurance Statment (Signed) Oct 2023 -
March 2024.pdf
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LC‘ C Committee: Governance & Audit Committee

Lisburn & Date: 13" June 2024
C?Stlereagl.‘l Report from:  Performance Improvement Officer
City Council

Item for: Noting

Subject: Compliments and Complaints Report — Q4 2023/24

1.0 Background and Key Issues:

1.1 Lisburn & Castlereagh City Council (LCCC) aims to provide an effective and efficient service to
all its ratepayers and customers. If on occasions, the service is not as our customers would
expect, the Council would like to know about it.

1.2 LCCC has a Complaints Handling procedure which allows customers to make a complaint and
details what happens to their complaint after it is received.

1.3 Compliments and complaints are captured on the Council's Customer Care System and
Complaints are dealt with through the Council's complaints handling procedure.

1.4 Attached under Appendix | is a dashboard report which details the number of comments,
complaints and compliments in Quarter 4 (January - March inclusive) of 2023/24.

1.5 This dashboard aims to summarise the Council’s Customer Care activity and present the
information in graphical form.

1.6 Attached under Appendix Il is a comparative report taken from the Customer Care System. This
report provides more detail on the Council’'s Customer Care activity during Quarter 4 (January -
March inclusive) of 2023/24.

1.7 Members decided at the March meeting of this committee to receive these reports in both
formats.

2.0 Recommendation

It is recommended that Members note the appended report.

3.0 Finance and Resource Implications  N/A

4.0 Equality/Good Relations and Rural Needs Impact Assessments

4.1 Has an equality and good relations screening been carried out? No

4.2 Brief summary of the key issues identified and proposed mitigating actions or | No — not
rationale why the screening was not carried out applicable as
this report is for
noting and does
not require
decision.

4.3 Has a Rural Needs Impact Assessment (RNIA) been completed? No
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4.4 Brief summary of the key issues identified and proposed mitigating actions or | No — not
rationale why the screening was not carried out. applicable as

this report is for

noting and does

not require

decision.

Appendices: Appendix | — Dashboard Repart showing Compliments & Complaints during Q4 (January -
March 2024 inclusive)
Appendix Il — Detailed report showing Compliments & Complaints during Q4 (January -
March 2024 inclusive)
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Compliments
& Complaints

Ist January -
31st March 2024

Lisburn & Castlereagh City Council
|




Agenda 3.1/ Item 3.1 Appendix Il - Compliments Complaints Report Q4 - ...

1.0 Customer Care Analysis

| | | |

Customer Care cases increased from 1419 in Q3 to 1779 in Q4, an increase of
360. There was however, a decrease in Complaints of 32 from 150 in Q3 to
118 in Q4.

1.1 Analysis of Customer Care Cases in Q4 per Directorate

1.2 A breakdown of cases received for the Environmental Services

Department is as follows:

Environmental Services Department Q4

Sensitive Call | 1
Building Control | 7
Environmental Health | 25
Waste Management & Operational Services I 528

0 500 1000 1500 2000

1| Page
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Overall 1661 cases were logged under Environmental Services:

Of this, 1628 related to Waste Management and Operational Services. The
majority were service requests for bins not collected, damaged bins and
sweeping requests.

1.3 A breakdown of cases received for Leisure & Community Wellbeing is as

follows:

LEISURE & COMMUNITY SERVICES Q4

SR

Overall §6 cases were logged to Leisure & Community Wellbeing and 16 of
these were compliments. Beyond this, there were a few consistent reasons for
complaints, spread across our various parks, activity centres and major sports
facilities.

1.4 A breakdown of cases received for Regeneration & Growth is as follows:

Regeneration & Growth Q4

Development Planning Flanning
Enforcement

2| Page
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27 cases were logged under Regeneration & Growth with the maijority of
these being related to Planning (11) and Planning Enforcement (7).

1.5 A breakdown of cases received for Finance & Corporate Services is as
follows:

In total, 25 cases were logged for Finance & Corporate Services. 18 were
compliments, 5 were complaints (individual matters) and 2 were general
comments.

2.0 Complaints Analysis

Q4 Q1 Q2 Q3 Q4

2022/2023  2023/2024  2023/2024 2023/2024 2023/2024
Chief Executive 0 0 0 0 0

Environmental Services | 12 ) 16 - 67
Finance & Corporate 5
Services
Leisure & Community . ; 52 39
Wellbeing _ | | | |
Regeneration & 7
Growth
Organisation 0
Development & ‘
Innovation
Non Council 49
Complaints ‘ H

228 281 167

The number of complaint received in Q4 have decreased by 32 complaints
since Q3. The total of 118 complaints during Q4 is the lowest in the previous 24
months.

3|Page
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Some examples of the comments and complaints received during Q4.

Environmental
Services
Leisure &
Community
Services

Comment

Comment

Regeneration
& Growth
Finance &
Corporate
Services
Environmental
Services

Comment

Comment

Complaints

Finance &
Corporate
Services
Leisure &
Community
Services

Complaints

Complaints

Complaints

Regeneration
& Growth

Directorate Unit/Area

Ref. Coll. Domestic
Bryson Contract
Parks & Amenities

LVLP

Sports Development
Activity Centres
Econ. Development

Centre
Management
Member Services
Administration
Waste Management
Bulky Waste

Refuse Collection
Domestic

Amenity Sites
Bryson House

Recycling
Street Cleaning
E. Health

Building Confrol
Centre
Management
Comms

Parks & Amenities

Good Relations
Lough Moss
Arts Centre
LVLP

Activity Centres
DIIB

Economic
Development

Planning

Issue

Damage caused to a vehicle
Glass in recycling

Provision of a Bike park, tree removal
at DIIB, trees at Duncans Dam, Billy
Neill, Wallace Park, Council vehicle
Exercise classes, external area
Vitality Membership

Instructor query

Roundabout sponsorship, traffic
calming - Aghalee

Citizenship Ceremony

Request for minutes of meeting
Telephones not answered

Lack of information, extra bin cost
Items not collected

No response after accident, fime of
collections, spillages, green bags not
delivered, waste collections,
employee conduct

Access, customer service
Collections, boxes not delivered,
spillages, boxes not returned correctly
caddy liners not delivered, customer
service, damaged boxes

Bins at DIIB

Sweeping, standards, litter bins
Naming of a person on the Council
website, Employee conduct/service
Affordable Warmth Scheme

Client unhappy with a room, poor
feedback after a show, bookings
Incorrect information

Lights at Moat Park - staff conduct,
damaged fencing, maintained open
spaces, Hillsborough Forest, Dromara
Park lighting, Bells Lane carpark, dog
area at Hydebank, Cobra Security,
Wallace Park, Culcavy playpark,
damage to grave, Carryduff playpark,
inappropriate advertising, Duncans
Dam carpark

Flags

Billy Neill opening times, lighting
Payment procedure

Vitality Membership — bookings/direct
debits, customer service, litter, parking
Closure of Grove Community Centre
External area - frees

Xmas lights, food poisoning at an
event, toilets not available at
Hillsborough Forest

Planning queries, response times

4| Page
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3.0 Compliments

There were 55 compliments received during Q4.

A few examples of the compliments received were as follows: (Please note
there were no Customer Care cases recorded for the OD&l Directorate during Q4.)

ENVIRONMENTAL SERVICES

Dear Sir/Madam, Just a short note to ask you to pass on my thanks to a young man who was
working today, 19th Jan 24, af the recycling depot af the Cutts. | was sfruggling with a leg injury
getting mixed waste from my car to the hopper and Cameron came over and not only helped
me but asked me to unload the stuff at my car and he would put it into the relevant skip. It was
so refreshing fo see thaf a young person took pride in his job and offered help when he wasn't
asked and saved me frem a lof of work. He is a credit fo the council and his name is Cameron.
| do hope that someone in authorily recognises this and informs him personally of my thanks for
his great work. 19/01/24

FINANCE & CORPORATE SERVICES

Dear Victoria, | have complefed the survey as suggested. Can | just say how remarkable the
whole experience was for me. Thank you for allowing my daughter to aftend. Sophia loved
every moment. | feel very grateful that the ceremony took place in such a beauvtiful venue, and
that the organisation was af such a high level. The whole experience was unforgettable. Thank
you very much. 17/01/24

LEISURE & COMMUNITY WELLBEING

Dear David Thank you for taking the time to come to the launch event for our 250th anniversary
on 25 January and for your interest in what we are doing. | would also like to express our
gratitude for the financial confribution we have received from Lisburn and Castlereagh City
Council. As well as helping us meet our fundraising goals, this is an expression of your wider
support for school and it is much appreciated. We are also delighted to be part of the council’s
Big Tree project, which will allow us to work together on susfainabilify. We have agreed with

James that we will plant 250 frees on our grounds, which is very fitting, and work will begin next
week during the half-term holiday. Once again, | would like to thank you for your assistance in
this. We look forward to continuing to work with you and the council over the next year and
beyond, and to welcoming you to some of our events next year. 29/02/24

5| Page



REGENERATION & GROWTH

Back to Agenda

Registration for Job Fair @ Dundonald Ice Bowl Deborah, | wanted to say thank you for hosting
todays Jobs fair. It was a fantastic event, and | truly appreciate the opportunity to attend. The
experience was invaluable, providing great insights and connections. Thank you for all the

efforls in making it happen. 16/01/24

5.0 ESCALATED COMPLAINTS

There were é complaints escalated to Stage 2 — Director Level in Q4. Four
Stage 2 Complaints were closed, not upheld in Q4. ONE complaint was
withdrawn. ONE Stage 2 complaint remains open and is within the timeframe

for a response.

1 complaint escalated to Stage 3, NIPSO in Q4.

Reference Date Directorate Complaint Outcome
Escalated
cco4 28™ March Leisure & Death of a Information
2024 Community family pet Provided —
Wellbeing awaiting decision
1 complaint closed by NIPSO in Q4.
Reference Date Directorate Complaint Outcome
Escalated
CC Ref. Fk Environmental Noise
CCco3 December Services (EH)
2023

6.0 COMPLAINTS OUTCOMES & TIMESCALES OF COMPLAINTS HANDLING

Stage 1 outcomes:

Upheld Not Upheld Partially Withdrawn | No outcome
upheld
52 33 16 2 15

que 1 Timescdles:

There were 8 (7%) complaints responded to outside the timeframe at Stage 1.

Stage 2 outcomes:

Escalated Complaints Quicome

= Nof Upheld 4

P

= Withdrcwn 1 =Re

Ml

s Open |

6| Page
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Stage 2 timescales:

There was ONE (16%) Stage 2 complaint responded to outside the 20 day
timeframe.

7.0 CUSTOMER SATISFACTION SURVEY

Customer Satisfaction Surveys ask the customer to rate their communication
with LCCC in relation to the handling of their complaint, it is not about the
outcome of their complaint. During Q4 there were 72 surveys sent out with a
return of 13.

When customers receive their Satisfaction Surveys they are asked for a one
word reply. Excellent, Good, Acceptable and Poor. As the above table
shows, 84% of those who returned their survey rated their correspondence as
Acceptable or above. One customer rated the correspondence as poor due
to flags not being removed following a response and one customer rated
poor as they said they never received a response.

On occasion customers will also provide a comment to accompany their
rating, see below some examples:

“Very grateful for sorting this out for me so quickly Hasn't
happened since thank you" 246/01/24

“Very happy with the communication, and please
thank Norman for the detailed response. | appreciate
him taking the time to look into it.” 26/01/24

“Good evening, | would say the communication was
excellent throughout. Thanks 13/03/24

7| Page
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LC‘ C Committee: Governance & Audit Committee

Lisburn & Date: 13" June 2024
C?Stlereagl.‘l Report from:  Performance Improvement Officer
City Council
Item for: Noting
Subject: Performance Improvement Objectives, Case Studies & Associated KPIs — 4" Quarter
Review
1.0 Background and Key Issues:

1.1 Council must produce an annual Performance Improvement Plan (PIP) to meet the requirements
of the Local Government Act (NI) 2014.

1.2 This PIP details the Council’s Performance Improvement Objectives for the year and how
Council will deliver upon these objectives, being accountable and transparent in our activities.

1.3 As part of Council's performance management responsibilities, monitoring reports on all the
projects that will demonstrate improvement against the Performance Improvement Objectives
are reported on a quarterly basis to committee.

1.4 Attached under Appendix |, is a quarterly monitoring document on all the projects that will
demonstrate improvement against the 2023/24 Performance Improvement Objectives, including
the relevant Performance Improvement KPI. Please note the additional section within this report,
which details case studies, photographs and customer feedback that have demonstrated
improvement during Quarter 4. This report covers the period January — March 2024 inclusive.

1.5 Attached under Appendix Il is a report from the ‘Performance Management System’ which
details the Performance Improvement Key Performance Indicators (KPIs) results for the period
January — March 2024 inclusive.

1.6 There are 16 Performance Indicators for the 2023/24 financial year. 12 KPIs were achieved at
the end of Q4, four KPIs were off target at the end of the financial year.

1.7 There were two KPls measuring Participatory budgeting across two DEAs, but neither of these
KPls achieved their target. The Participatory Budgeting initiatives included as performance
improvement objectives have been key projects for the Council in meeting the overall objective
of increased citizen engagement. Over 1500 people attended the two events and had their say
on how the financial assistance on offer was allocated in their local communities. While the
target set for numbers of applications received and projects supported were not met, 32 projects
were allocated the maximum amount of £1,000 each, exhausting the £30,000 available. On
reflection therefore, the original target was unrealistic and will be amended for any future
participatory budgeting projects.

1.8 There were also two KPIs measuring Community Conversations, neither of which achieved their
target outcome. Work has commenced on developing the Killultagh and Castlereagh East
Village Plan.. These remain in the planning stages and will be carried forward to 2024/25,
subsumed into “business as usual”. Community Conversations in two new locations is a
proposed improvement project for the year ahead and has been detailed in the Performance
Improvement Plan for 2024/25.

1.9 There have been some learning points identified this year in relation to the targets set for some
of the Performance KPIs. Cumulative targets should have been set for KPls instead of discrete
targets. This is on the basis that over performance in early quarters under discrete targets
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creates the appearance of underperformance in later quarters. In addition, we will be seeking to
set appropriate tolerance levels for targets in advance, to remove any risk of subjectivity in year.

2.0 Recommendation
It is recommended that Members note the appended reports.

3.0 Finance and Resource Implications
None.
4.0 Equality/Good Relations and Rural Needs Impact Assessments
4.1 Has an equality and good relations screening been carried out? No

4.2 Brief summary of the key issues identified and proposed mitigating actions or No — not
rationale why the screening was not carried out. applicable as
the purpose of
this report is to
provide
performance
data.

4.3 Has a Rural Needs Impact Assessment (RNIA) been completed? No

4.4 Brief summary of the key issues identified and proposed mitigating actions or No — not
rationale why the screening was not carried out. applicable as
the purpose of
this report is to
provide
performance
data.

Appendices: Appendix | - a quarterly monitoring document including case studies of
improvement for the period January — March 2024 inclusive.
Appendix || details the KPI results for the period January — March 2024 inclusive.
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LCCC

Lisburn &
Castlereagh
City Council

Performance Improvement Objectives
2023/24

Quarter 4, 2023/24

We will continue to We will continue to
improve our citizen deliver Council led
engagement methods activities thatlseek to
and ensure accessible maintain and improve

processes for contacting physical and mental
the council wellbeing of our citizens

1|Page
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Performance Improvement Objective (1)

We will continue to improve our citizen engagement methods and ensure accessible
processes for contacting the Council.

Improvement project 1

: Success Measure
Continue to develop a

Digital Grant Aid system to
make the grant aid

Quarterly Update

We have launched a Digital

. Grant Aid system during An initial Digital Grant Aid system
process more accessible 23/24 has been developed utilising Smart
for our customers. Survey and this will continue to be

reviewed and monitored in line
with the Digital Strategy.

Improvement project 2

Success Measure

Continue to deliver a
Participatory Budgeting
Initiative across 2 DEA’s
(District Electoral Areas) to
allow local people to have

Quarterly Update
Castlereagh South:
26 applications received

We have received 60
applications per annum

We have made 45 awards per

. : annum 16 sutcessful_groups awarded a total of
a say in the projects that £15,000 funding
receive funding in their We can evidence by case 736 people voted at the community
communities. studies the drFferenr:e t_he marketplace event.
gDr::sts have made within the Castlereagh East:

29 applications received

16 successful groups awarded a total of
£15,412.30 funding

755 people voted at the community
marketplace event.

(More details on page 4 of this document)

Back to Agenda
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Improvement project 3
Success Measure

Continue to enable our
citizens to influence
decision making through
community
conversations in
Drumbo, Killultagh and
Castlereagh East

Avillage plan has been
developed for Drumbo by the
end of September 23 and for
Killultagh and Castlereagh East
by the end of March 24.

We can evidence by case
studies the difference the
community conversations

have made.

Agenda 3.2/ Item 3.2 Appendix | Quarter 4 monitoring MASTER.pdf

Quarterly Update

Work has begun on updating a
formerly completed
Castlereagh East Locality Plan
so that a village plan can be
completed. Work has also
begun on developing the
Killultagh Village Plan. These
both remain in the planning
stages and will be carried

Improvement project 4

Further develop the

Success Measure

customer’s experience
when engaging with
Council Services.

We have launched the new
Customer Care system

We have launched the new
Freedom of Information system

forward to 2024/25. Delivery
has been impacted by staffing
resources.

Quarterly Update

The new Customer Care
system was launched in Q1.

The launch of the new
Freedom of Information
(FOI) system took place
during Q2.

N

Back to Agenda
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Objective 1 2023/24

We will continue to improve our citizen engagement methods and ensure accessible
processes forcontacting the council

Outcomes contributing to our Community Plan/Corporate Plan

¢ Public services are enhanced through co design and co-production

« Community ownership and management of local assets and facilities

e We feel a sense of belonging in our local neighbourhoods

e There is participation and volunteering in public and community life, arts,
culture and sports by people of all backgrounds

What difference did we make?

Performance Improvement Feedback and Testimonials

Project 1
Q4 outcomes

Progress of the Digital Grant Aid systemAn initial Digital Grant Aid system has been developed utilising
during 23/24 Smart Survey and this will continue to be reviewed and monitored in
line with the Digital Strategy.

Performance Improvement Feedback and Testimonials

Project 2

Q4 outcomes

The Participatory Budgeting Initiatives The participatory budgeting initiative Grand Choice was launched in

for Castlereagh East took place during the Castlereagh East DEA during Q4. 29 applications were received

Q4. and 26 participated in the community marketplace event which took
place on Saturday 9" March 2024 in St Mary’s Church of Ireland
parish hall, Ballybeen. Funding of £15,412 was awarded to 16
projects selected by the public.

Carryduff Regeneration Forum — Bug Hotel

Carryduff Regeneration Forum secured funding through the
Castlereagh South Grand Choice event for a “Bug Hotel
Workshop”. The session took place at Lough Moss Community
Garden on Saturday 20t January 2024. The environmental
workshop attracted 25 children along with their parents and was
delivered by two conservation volunteers along with six volunteers
from Carryduff Regeneration Forum.

The day started with participants
going on a walk through the park and
| wooded areas to collect materials for
their Bug Hotels. The children and
their parents worked diligently

| despite the cold blustery conditions

. and took great pride in their

. creations.

Following construction of the Bug
Hotels the children participated in a
bug scavenger hunt. They were
provided with a bug worksheets
which directed them to the best
places to find bugs.

4|Page
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Funding from Grand Choice enabled
i the group to deliver the workshop.

* Participants were also provided with
warming refreshments, and everyone
was given a bird feeder for their
garden at home.

The benefits under the Take 5 headings are summarised below:

Be Active — All participants were active and healthy in a safe
outdoor space and enjoyed physical and mental health benefits.
The outdoor workshop enabled those of varied ages and abilities
to join together in planned activities to exercise their bodies and
minds.

Connect — The workshop brought together people who may not
already know each other in a fun relaxed environment with plenty
of time to chat, build relationships and connections. Events such
as this also provide opportunities to connect young people with
their outdoor space and encourage a sense of pride in the area.

Keep Learning — Participants were given information and
assistance from the facilitators, which helped them: learn new
skills; learn about their surroundings; and how to help the local
environment . This learning can be carried through to other
situations in life.

Give - The project exhibited the benefits of giving, primarily
through the support of volunteers who give back to their
community by helping organise and run such events. Giving is an
essential component in developing the local community for
everyone who lives and works in there.

Take Notice — Participants of the workshop reported they were
more aware and informed of the outdoor spaces in their
community as a result of the experience.

Carryduff Regeneration Forum hope to use the community garden
for future similar events to bring together families from across the
community to learn new activities in a safe outdoor environment.
Support from the Grand Choice initiative enabled this group to
enhance community spirit and social cohesion in their area.

Performance Improvement Feedback and Testimonials

Project 3

Q4 outcomes
Castlereagh East and Killultagh Village Work has begun on updating a formerly completed Castlereagh East
Plans - update Locality Plan so that a village plan can be completed. Work has also
begun on developing the Killultagh Village Plan. These both remain
in the planning stages and will be carried forward to 2024/25.
Delivery has been impacted by staffing resources.

Case studies of the impact of this will be captured and
reported upon later in the year.
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Performance Improvement Feedback and Testimonials

Project 4
Q4 outcomes
Progress of launch of Customer care The successful launch and implementation of the Customer Care
system and FOI system System has enhanced the Council's ability to streamline service
case management. Through automated email communications,
customers now receive updates on their case resolution process,
ensuring they remain informed and engaged throughout.
Moreover, the system incorporates automated reminders for staff
members assigned to specific cases, optimising task allocation and
prompting timely actions. With the new system being accessibility-
friendly and automated communication processes have led to
improved service delivery and faster response times, ultimately
boosting overall customer experience. This project serves as a
clear demonstration of the council's dedication to delivering
efficient and responsive services to its residents.

The launch of the new Freedom of Information (FOI) system took
place in Q2. The transition to an online submission format has
streamlined the entire process, significantly reducing the
administrative burden previously associated with monitoring
incoming FOI requests via email, which enables more efficient
handling and timely responses to information recuests.
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Performance Improvement Objective (2)

We will continue to deliver Council led activities that seek to maintain and improve physical and
mental wellbeing of our citizens

Improvement project 1

Improve the physical,
mental and emotional
wellbeing of our citizens
through a number of
programmes which include;
developing skills in
horticulture, physical
wellbeing programmes and
understanding the benefits
of these.

Success Measure

We have provided 55 CSAW
programmes with 1250
participants by the end of March
24,

We have provided 20 Woodland
programmes and 20 Horticulture
programmes with 1500
participants by the end of March
24,

We have provided 33 Biodiversity

the end of March 24.

projects with 1420 participants by

Quarterly Update

Summary C-Saw Project January- March
2024

Total C-SAW programmes 21
Total participants 601

Summary Woodland & Horticulture
Programmes January- March 2024

Woodland Programmes 5
Horticulture Programmes 12
Total participants 977

Summary Biodiversity Projects January-
March 2024

Improvement project 2

Respond to local labour

our partners to provide
funding to deliver a range of
employability programmes.
We aim to support residents
within our Council area to

that will enable them to gain
employment.

market needs by working with

achieve relevant qualifications

Success Measure

within our Council area to
achieve relevant
qualifications that will
enable them to gain
employment.

Have supported 80 people

Total Biodiversity projects 10

Total participants 867

Quarterly Update

15 Employability Initiatives have
been fully recruited with a total of
269 participants enrolled on the

24, 136 participants within our
council area have completed their

the opportunity to pursue new
employment outcomes.

various programmes. 89 participants
took place in programmes during Q3
& Q4, therefore at the end of March

training/accreditation, giving them

Back to Agenda
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Objective 2 2023/24

We will continue to deliver Council led activities that seek to maintain and
improve physical and mental wellbeing of our citizens

Outcomes contributing to our Community Plan /| Corporate Plan

* We live healthy, fulfilling and long lives

+ Good health will no longer be dependent on where we live or what income we
have

« Older people age actively and more independently to stay well connected

e People of all ages are more physically active more often

¢ We enjoy good mental health

What difference did we make? Case Studies
Performance Feedback and Testimonials
Improvement

Project 1

Q4 outcomes

We have provided 21 CSAW Derriaghy Community Association Horticulture Programme

programmes with 601 Derriaghy Community Association -

participants joined us at Bells Lane Allotments
to take part in an 8 week

Total Under 18 years 253  horticulture programme that

Total 18-59 years 106 finished in January. There were

Total Over 60s 242  many different things covered with
the group during this programme
like winter seed sowing, making

In total 65 programmes yule logs, Wreath making, Micro

were delivered during the green workshop and making bird

year this exceeds the feeders. We received some lovely

annual target of 55. comments from the group that
included “/t made me feel good” . =

In total 1440 participants “Learned skills for growing in our own commumty garden" “puf me in

attended the 65 a routine and being more positive within myself to try new things”.
programmes that were

delivered during the year Drumlough Community Association Chair Based Exercise

and this exceeds the Programme This is our 2™ year going out to deliver a physical
annual target of 1250 activity programme for Drumlough Community Association. The
participants. _ programme went down so well the first

year it was great to be able to get out
again this year. We ran a 6 week chair
based exercise programme for the group
starting on the 25" January. Drumlough
is a rural area and those that live there
can feel isolated at times due to the
distances between the houses. Itisn’t
easy for the community to get together
due to the separation but programmes
like this help with that. We received

. some lovely comments from the group
that included “This course was excellent, it has really helped me to
keep active and helped mobility.”™ Everything was good and
worthwhile.” “| wouldn't change anything. Class is great, it has
improved my back and been able to do this is great.”
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Performance Feedback and Testimonials
Improvement

Project 1

Q4 outcomes

i D 4 &t

e P L

Pilates Programme Our Pilates
programme is one of our longest
running physical activity
programmes, it ran from January to
March. It always attracts good
numbers and is very popular with
all those that attend. Due to the
programmes continued success we
were able to invest in Pilates
equipment for the group. The
equipment we purchased for the
group included Pilates balls, Pilates rings and Pilates blocks that will
enhance the experience for the group and optimise the physical
benefits they will get from the class. We received great feed back
from the group on our evaluations that included “Always enjoyable -
Thank you!” and “Please keep the classes going - They are an
absolute lifeline! Cindy is a brilliant teacher!”

Stepping Stones Self Defence
Programme Between February and
March we ran a 6 week self defence
programme for Stepping Stones Youth
Service. These young people have
various different additional needs and
really benefitted from learning on how
to defend themselves. We received
nice comments from those who
- attended the programme including “/
feel more confident with the skills and
knowledge that I've gained through this
~ course” and ‘Learned how to defend
" myself”.

Dundonald Primary School We started delivering an 8 week
horticulture programme for Dundonald Primary School at the end of
January. We delivered 6 weeks during this quarter and will be back
out in the next quarter to deliver the final 2 weeks. Each week we
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Performance Feedback and Testimonials
Improvement

Project 1
Q4 outcomes

delivered a programme to a different class. In the first 6 weeks we
provided sessions for P1, P5, P6, P3, P7 and P4 which totalled 177
pupils. Dundonald PS have fantastic facilities on site and we did lots
of fun activities with the children that included scavenger hunts, bug
hunts, bird watching and building bird feeders.

Maghaberry Primary School We
started an 8 week horticulture
programme with Magahberry
Primary School at the start of
February. It was agreed that we

- would run a 4 week programme for
a mixed P3/4 class in this quarter
and next quarter we would do a 4
week programme for the P4 class.
There were 29 pupils in the mixed
P3/4 class and we done loads of fun
activities during the programme
including bird watching, scavenger
hunts, weeding and scattenng wildflower seeds. Susan Black the
teacher for the P3/4 class said the programme has been wonderful
for the kids and they return to the class room much more engaged.

Over 50’s Circuit Training Class

Starting at the end of February we
delivered a 6 week Over 50's
Circuit Training programme at
Lough Moss Leisure Centre. A lot
of the attendees go to our CSAW
Pilates class as well and said it
was great to have an alternative
physical activity class. It was
great to see the improvement in
those that attended over the 6
weeks, all of those that attended
noticed improvements in different
aspects of their fitness i.e.
strength, cardiovascular and flexibility. We got some lovely
comments from those who attended that included “This class is a
fantastic addition to the offering at Lough Moss for this age group.
People are encouraged to exercise at their own ability/level within a
supportive and great environment. Please run it again.” “Improved my
upper body strength and cardio. | wouldn't make any changes, I love
it as it is, thank you!” and “A great fun activity. Love the quick turn
around of different activity. Well done Jamie.”
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Performance Feedback and Testimonials
Improvement

Project 1
Q4 outcomes

Over 50’s Nutrition Workshop We
ran two Nutrition Workshops in
March. We ran one covering
Digestion and Immune Health at
Lough Moss Leisure Centre on
Friday 8" March and another one at
Lagan Valley Leisureplex on Friday
22" March which covered
Inflammation and Brain health. The
workshops were run by Nutritional
Therapist Claire Clerkin.

The workshops went down really well
and both were well attended. We
received great feedback regarding
the workshops that included “A very,
very worthwhile session. Great to see
sessions being set up to promote
healthier living. Thank you CSAW for
doing this.” “This is the 2nd talk by
Claire she is amazing and | have
changed so much in my diet and
lifestyle since hearing her in 2023" and “Brilliant source of
information, well delivered. So glad | came as | know so much more
about staying healthy.”

Bird Walks We ran two bird
walks in March. One was at Billy
Neill Country Park on 20" March
and the other was at Glenmore
Parkland Trail on the 25" March.
The bird walks were delivered by
Ornithologist Aidan Crean who
shared his wide range of
knowledge and stories with the
groups. We saw various different
species of birds during our two
walks including a few rare ones.
We received good positive :
feedback from those who S R 1
attended including “Aidan was an excellent facilitator, very interesting
and also amusing so it brought it to life, thanks.” “Exceeded my
expectations!! Staff and other officials very pleasant to meet” and “A
lovely educational walk.”
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Performance Feedback and Testimonials

Improvement

Project 1

Q4 outcomes

We have provided 5 Tree Giveaways:

Woodland programmes and On Wednesday 10 January LCCC held a tree giveaway from Castle

4 Horticulture programmes Gardens which has been organised through social media and email

with 856 participants. applicants with a total 53 attending on the day.
On Saturday 24 February LCCC rolled out the first of their public tree
giveaway events, which was open to all, at Moat Park. Approx. 212
people attended with approx. 300 trees having been handed out
along with the required canes and tree shelters to be successfully
plant in the Council area.
On Saturday 2 March LCCC held the second public tree giveaway
event at Lisburn City Centre with 494 people attending on a very
successful day. The rain didn't put anyone off including a guest
appearance by the Deputy First Minister of Northern Ireland Emma
Little-Pengelly.
Communities:
On Saturday 17 February, we carried out community planting with 16
participants at Glenmore Parkland Trail. The participants were from a
family-based business and this was done in conjunction with NI
Forestry School. Two hundred trees were successfully planted and
the participants thoroughly enjoyed their time at the Trail.

Tree planting:

On Wednesday 20
March we facilitated a
tree planting session at
Glenmore Parkland Trail
with pupils and teachers
from Ballymackward and
Killowen Primary
Schools. There were 17
pupils altogether. It was
beautiful spring morning
and the pupils who had
attended Eco Clubs in
their respective schools were
very knowledgeable and
interested in the project. The
pupils worked very hard and had
soon planted an area of mixed
species of trees. They enjoyed
this so much that they asked to
come back again to plant more
trees in the area.
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Performance Feedback and Testimonials
Improvement

Project 1
Q4 outcomes

Horticulture programmes

Allotment in a box workshops were rolled out to the public in March
with a total of 64 people of all ages attending the workshops with the
feedback being very positive from all who attended.

February 2 programmes of horticultural works, in conjunction with
Friends which included the removal of school tree stumps, levelling of
ground, the planting a hedgerow of approx. 55 metres, 70 trees
samplings and 15 fruit trees were all planted and completed within
the Friends School grounds.

On Thursday 22nd February small Jewish group from Lisburn were
provided with a programme of consultation and assisted with 24 trees
and accompanying tree guards.

Tuesday 5th and Tuesday 12th March St Colman’s Scouts group
were provided with 2 consultation programmes with LCCC regarding
their Community Garden and our team helped with hedge planting
and provided soll for filling the raised beds.

Parkview were provided with 2 horticultural consultation programmes
on Thursday 7th and Wednesday 13th March in which our team
helped enhance their school garden by offering advice and providing
soil, hedging and fruit trees.

Friday 8th March a peat-free workshop was delivered in partnership
with Natural World Products — 7 ppl were in attendance.

We have provided 10
Biodiversity projects with 867

participants Please refer to pages 15-21 of this document to review
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Performance Feedback and Testimonials
Improvement

Project 2

Q4 outcomes _ _ o
We have supported 136 15 Employability Initiatives have been fully recruited with a total of
people within our Council 269 participants enrolled on the various programmes. Currently 136
area to achieve relevant participants within our council area have completed their
qualifications that will training/accreditation to date, giving them the opportunity to pursue
enable them to gain new employment outcomes.

employment.

Case Study from the Self-Employment Support Programme

One of the programmes delivered via the Lisburn Castlereagh Labour
Market Partnership is Vision to Venture, a programme of support that
is designed to provide aspiring entrepreneurs with support and
guidance as they navigate through their journey into self-employment.

The Celebration Event for this self-employment support programme
was held in March 2024, whereby 40 participants graduated from the
programme. During the course of this 8-week employability initiative,
participants engaged in a wide range of training from basic
bookkeeping, sales, marketing, to using social media platforms which
is instrumental for selling goods and services.

This programme has given participants the opportunity to turn their
dreams and aspirations of running their own business into a reality.

Already, this programme has assisted 24 people to set up their own
businesses, with 6 new shops opened in the borough. In addition, 11
employment roles has been created within many of the businesses.

A number of our businesses have began exploring exporting
opportunities and indeed two are already exporting. The programme
has helped to create a community of new businesses in the Council
area that are networking and learning from each other.

Businesses were also provided with up to £750 in funding to assist
business set-up costs. This was spent on a wide range of start-up
costs including capital equipment, computer software and hardware,
marketing materials, and other operational costs.
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Biodiversity Events Date Venue Visitor Numbers Brief Description
1. Biodiversity talks — 11" January | Dundonald PS 4 classes of P5 The Biodiversity Officer
Bats and Biodiversity 2024 Approx 120 organised bat and biodiversity
children talks with DEA funding, to
Dundonald Nursery School
1 nursery class children.
30 children The Councils appointed Bat
ecologist DR Kerry Kennedy
delivered an educational talk
on the importance of bats and
their protection whilst showing
the children an up-close look
at her preserved bats.
2. Biodiversity talks — 16" Friends P2 class approx. The Biodiversity
Bats and Biodiversity January Preparatory 16 pupils ¢ Officer organised bat
2024 School and biodiversity talks
P7 Class with DEA funding, to
Approx 21 school children in
children Friends Preparatory

School.
The Councils
appointed Bat
ecologist DR Kerry
Kennedy delivered an
educational talk on the
| importance of bats and
their protection whilst
showing the children an up-close look at her
preserved bats.
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3.Biodiversity talks — 19t Ballymacward P6+7 class The Biodiversity Officer organised Minibeast talks
Wee Critters minibeast January Primary School Approx 25 with DEA funding, to Ballymacward Primary
talks 2024 children School.

Allan from Wee Critters showed the children a

variety of animals and

. minibeasts in this

fe interactive educational

biodiversity talk.

Diear Teacher

[P —

Tl you for having us delver @ bat Lk o some children within yeur
schaol. This is a funded project to schools within each District Electaral
Araa, by the Council and | am keen iz gather fesdback from ieachars.
and the children about the Wee Critters

Taacher commanls

Kal L qTFY puoad e amecys

Childron's Comments

B raro. oo =

Coohacen 8

Tharkk you
Approgimata Mo. of Ghidren attended 2

Schoo! Name fes. cocc.s
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4. Biodiversity talks — [ 30" Millenium Primary | P6 P7 classes The Biodiversity Officer organised bat talks with
Bats and January School Approx 60 DEA funding, to Millenium Primary school
Biodiversity 2024 children children. The Councils appointed Bat ecologist DR

Kerry Kennedy delivered an educational talk on
P3 P4 classes the importance of bats and their protection whilst
Approx 60 showing the children an up-close look at her
preserved bats.

Feedback: The
feedback from the
teachers and children
was very positive. All
classes involved have
benefited from the
visits over the past few
months and we would
definitely be interested
in participating in any
future events.

Biodiversity talks - Wee | 31% Pond Park Nursery| Approx 25 The Biodiversity Officer
Critters minibeast talks January School Children organised Minibeast talks with
2024 DEA funding, to Pond Park

Nursery School.

Allan from Wee Critters showed
the children a variety of animals
and minibeasts in this interactive
educational biodiversity talk.
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6. Biodiversity talks — 70 St Aloysuis P5 class The
Bird Topic with Debbie February Primary School Approx 30 Biodiversity
Do Little wildlife rescue 2024 children Officer

and Aidan Crean B organised hird
+ [ talks with DEA
: funding, to St
1 Aloysuis
Primary
School.
A Debbie Dolittle
'- s wildlife rescue
and Aidan Crean delivered an educational topic on
birds and showing the children wild animals.
Feedback

Hi Tracey, A big thank you for helping to organise
our workshop this morning. All of the children
really enjoyed it and learned a lot from it.

Please feel free to keep in touch regarding any
new initiatives or workshops as we would be very
interested in taking part.

Thank you, Jolene

7. Biodiversity talks — 26" Ballinderry Nursery Class The Biodiversity Officer

Wee Critters minibeast February Primary School Approx 30 organised Minibeast

talks 2024 children talks with DEA funding,
to Ballinderry Primary
School.

Allan from Wee Critters
showed the children a
variety of animals and
minibeasts in this
interactive educational
biodiversity talk.
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F o - : B .
8. Biodiversity talks — 26 Ballinderry P1,2,3,4,5,6,7 The Biodiversity Officer organized biodiversity and
Bats and Biodiversity February Primary School Approx 210 bat talks with DEA funding, to Ballinderry Primary
2024 children school children. The Councils appointed Bat
ecologist DR Kerry Kennedy delivered an
educational
talk on the

importance of
bats and their
protection
whilst showing
the children an
up-close look

at her
preserved
bats.
9. Biodiversity talks — 5" March Old Warren P1, P2, P3, P4 The Biodiversity Officer
Bird Topic with Debbie 2024 Primary School classes organised bird talks
Dolittle wildlife rescue Approx 120 with DEA funding, to
and Aidan Crean children Old Warren Primary
School.

Debbie Dolittle Wildlife
Rescue and Aidan
Crean delivered an
educational bird topic.
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10. Biodiversity talks —
Bird Topic with Debbie
Dolittle wildlife rescue
and Aidan Crean

5t March
2024

Dundonald
Primary School

4 classes of P6
approx. 120
children

The Biodiversity Officer
| organised bird talks

® with DEA funding, to

~ . Dundonald Primary
School.

Debbie Dolittle Wildlife
Rescue and Aidan
Crean delivered an
educational bird topic.
This involved catching
birds in a net,
identification, putting
coded rings on their
legs and explaining the process of ringing birds
and training for any of the children interested
when they are older.

Feedback
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Hi Tracey, | just wanted to message to thank you for
organising the bird ringing session. All of the teachers
have said how much they and the children really
enjoyed the session. They said the children came back
to class and e

talked about RN
how brilliant
and interesting
they found it.
They all said it
has been one
of the best
sessions
they've ever
had with a
visitor coming
to school!
Always good
to hear such
positive
praise!
Thanks again,
Julie

January — March 2024 January — March 2024

Total of projects 10 Total of approx. Participants 867
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Performance Summary

All

(Type = 'Performance Improvement')
Thursday 16th of May 2024

Red = Target missed or Measure overdue
Amber = Measure fallen slightly short/behind
Green = Target met or exceeded
Grey = Measure not yet due

Economic Development

Parks & Amenities

Arts, Culture and Community Services

IT & Commercialisation
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IT & COMMERCIALISATION DUE 1ST APR 24
225 : Digital systems New systems provided to develop customer TARGET ACTUAL STATUS
experience: Launch of the new Customer Care System Yes Yes

Notes: The new Customer Care system was launched in Q1 of 2023/24

IT & COMMERCIALISATION DUE 1ST APR 24
225 : Digital systems New systems provided to develop customer TARGET ACTUAL STATUS
experience: Launch of the new FOI system Yes Yes

Notes: The new FOI system was launched in Q2 of 2023/24

ECONOMIC DEVELOPMENT DUE 1ST APR 2024
226 Labour Market Partnership programme Participants: Number of TARGET ACTUAL STATUS
participants in the Labour Market Partnership programme 40 89 e

Notes: 89 participants took place in programmes during Q3 & Q4. Therefore at the end of March 24, 136 participants
had successfully completed the programme. This means the annual target of 80 participants has been exceeded.

PARKS & AMENITIES DUE 15T APR 24
187 : Biodiversity Projects Number of biodiversity projects delivered TARGET ACTUAL STATUS
during 2023/24; Number of biodiversity projects delivered during 10 10 -

2023/24

Notes: 10 programmes delivered during Q4. During the 23/24 year there have been 42 Biodiversity programmes
delivered, this has exceeded the annual target of 33 programmes.

PARKS & AMENITIES DUE 15T APR 24
187 : Biodiversity Projects Number of biodiversity projects delivered TARGET ACTUAL STATUS
during 2023/24: Number of participants in the biodiversity projects 720 867

Notes: 867 participants during Q4. During the 23/24 year there have been 1760 participants across all Biodiversity
programmes, this has far exceeded the annual target of 1420 participants.

PARKS & AMENITIES DUE 1ST APR 24
189 : CSAW programmes CSAW programme KPIs: Number of CSAW TARGET ACTUAL STATUS
programmes delivered during 2023/24 15 21

Notes: 21 programmes in Q4. In total 65 programmes were delivered during the year this exceeds the annual target of
55.
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PARKS & AMENITIES DUE 15T APR 24
189 : CSAW programmes CSAW programme KPIs: Number of CSAW TARGET ACTUAL STATUS
programme participants during 2023/24 320 601 ——

Notes: 601 programmes in Q4. In total 1440 participants attended the programmes that were delivered during the year
this exceeds the annual target of 1250 participants.

PARKS & AMENITIES DUE 15T APR 24
213 : Sustainability Projects Woodland & Horticulture programmes: TARGET ACTUAL STATUS
Number of woodland programmes 5 5

Notes: 22 woodland programmes were delivered during 23/24 and the annual target was 20 woodland programmes.
Therefore the annual target was exceeded by 10%.

PARKS & AMENITIES DUE 1ST APR 24
213 : Sustainability Projects Woodland & Horticulture programmes: TARGET ACTUAL STATUS
Number of horticulture programmes 12 12

Notes: A total of 24 programmes have been delivered during the year which exceeds the annual target of 20.

PARKS & AMENITIES DUE 15T APR 24
213 Sustainability Projects Woodland & Horticulture programmes: TARGET ACTUAL STATUS
Number of participants 700 977

Notes: 977 participants in all woodland & horticulture programmes during Q4. The annual figure at the end of Q4 was
1663 participants, this exceeds the annual target of 1500 participants.

ARTS, CULTURE AND COMMUNITY SERVICES DUE 1ST APR 24
190 : Participatory Budgeting Participatory Budgeting initiative across 2 TARGET ACTUAL STATUS
DEAs during 2023/24: Number of applications received 60 55 [ Red ]

Notes: Castlereagh South: Opened for applications on 21 August 2023 and closed on 17 September 2023, 26 applications
were received. 736 people voted at the community marketplace event which took place on 21 October 2023 in St
Joseph's Parish Centre, Knockbracken Drive, Carryduff. Castlereagh East: Opened for applications on 15 January 2024
and closed on 11 February 2024, 29 applications were received. 755 people voted at the community marketplace event
which took place on 9 March 2024 at St Mary's Church of Ireland, Ballybeen. Despite the number of applications received
being below the target of 60 which was set for the 2 DEA areas, they were in excess of the number required to ensure
this was a competitive process. There was a wide and varied application pool from the across the 2 DEA's which
represented the community and voluntary sector. There is a requirement to review this target set to make sure it is
achievable in future years.
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ARTS, CULTURE AND COMMUNITY SERVICES DUE 15T APR 24
190 : Participatory Budgeting Participatory Budgeting initiative across 2 TARGET ACTUAL STATUS
DEAs during 2023/24: Number of awards made 45 32 @

Notes: Castlereagh South: Opened for applications on 21 August 2023 and closed on 17 September 2023. 16 successful
groups were awarded a total of £15,000 funding. Castlereagh East: Opened for applications on 15 January 2024 and
closed on 11 February 2024. 16 successful groups awarded a total of £15,412.30 funding. Total number of awards: 32
Total funding awarded: £30,412.30. Almost all the applicants applied for the maximum amount available which is £1,000.
This meant that in both DEA's we were only able to make 32 awards which exhausted the £30,000 on offer. Moving
forward, this target needs amended to 30 to reflect the position that groups by and large apply for the upper threshold
amount.

ARTS, CULTURE AND COMMUNITY SERVICES DUE 15T APR 24
218 : Grant Aid Digital Grant Aid System: A digital grant aid system has TARGET ACTUAL STATUS
been developed Yes Yes ~

Notes: An initial Digital Grant Aid system has been developed utilising Smartsheet and this will continue to be reviewed
and monitored in line with the Digital Strategy.

ARTS, CULTURE AND COMMUNITY SERVICES DUE 1ST APR 24
219 : Community Conversations In Drumbo, Killultagh & Castlereagh TARGET ACTUAL STATUS
East: Village plan developed for Drumbo by end of September 23 Yes Yes )

Notes: Village Plan has been developed and presented to the community for final consultation.

ARTS, CULTURE AND COMMUNITY SERVICES DUE 15T APR 24
219 : Community Conversations In Drumbo, Killultagh & Castlereagh TARGET ACTUAL STATUS
East: Village plan developed for Killultagh Yes No @

Notes: Work has begun on developing the Killultagh Village Plan, for consultation. This remains in the planning stages
and will be carried forward to 2024/25. Delivery has been impacted by staffing resources.

ARTS, CULTURE AND COMMUNITY SERVICES DUE 15T APR 24
219 : Community Conversations In Drumbo, Killultagh & Castlereagh TARGET ACTUAL STATUS
East: Village plan developed for Castlereagh East Yes No @

Notes: Work has begun updating a formerly completed Castlereagh East Locality Plan, so that a Village Plan can be
developed. This remains in the planning stages and will be carried forward to 2024/25. Delivery has been impacted by
staffing resources.
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l ! ‘ ' Committee: Governance & Audit Committee

Lisburn & Date: 13" June 2024
C?Stlereagl.‘ Report from:  Performance Improvement Officer
City Council

Item for: Noting

Subject: Service KPlIs — Q4 2023/24 All Directorates

1.0 Background and Key Issues:

1.1 As part of the Council's performance management responsibilities, key performance indicators
(KPlIs) are reported on a quarterly basis to committee, to ensure accountability and
transparency.

Each directorate is responsible for their service KPIs.

As part of the Council’s governance responsibilities this committee will receive quarterly KPI
reports for all directorates.

The purpose of this report is to present this committee with the Q4 KPIs for the period January —
March 2024 inclusive.

1.2 Attached under Appendix | — Appendix V are reports detailing the Q4 2023/24 KPIs for each of
the Council's Directorates. Of the 57 targets set:
e 33 have been met
e 24 have not been met

Q4 KPIS 2023/24

Unmet
Targets, 24

Targets Met,
33

1.3 Included with each KPI in Appendix |-V is detail of the position regarding the target set.

1.4 Of the 24 KPIs that were not met in Q4, 8 (33%) of these were due to either KP| data not
available from central government or for reasons outwith Council control. The following pie chart
is a graphical representation of this.
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1.5
UNMET Q4 KPIS 2023/24

Out with LCCC
control, 4

No KPI data from
central Gov, 4

1.6 There have been several learning points identified this year in relation to the targets set for some
of the Service KPls. Cumulative targets should have been set for KPls instead of discrete
targets. This is on the basis that over performance in early periods under discrete targets
creates the appearance of underperformance in later periods. If cumulative targets had been set
for appropriate KPls this would result in the KPI being achieved by the end of the year. In
addition, we will be seeking to set appropriate tolerance levels for targets in advance, to remove
any risk of subjectivity in year.

2.0 Recommendation

It is recommended that Members note the appended report.

3.0 Finance and Resource Implications
N/A
4.0 Equality/Good Relations and Rural Needs Impact Assessments
4.1 Has an equality and good relations screening been carried out? No

4.2 Brief summary of the key issues identified and proposed mitigating actions or
rationale why the screening was not carried out

The purpose of this report is to provide performance data.
4.3 Has a Rural Needs Impact Assessment (RNIA) been completed? No

4.4 Brief summary of the key issues identified and proposed mitigating actions or
rationale why the screening was not carried out.

The purpose of this report is to provide performance data

Appendices: Appendix | details the Q4 2023/24 KPIs for the Environmental Services Directorate.
Appendix |l details the Q4 2023/24 KPlIs for the Finance & Corporate Services Directorate.
Appendix |ll details the Q4 2023/24 KPIs for the Organisational Development & Innovation
Directorate.
Appendix IV details the Q4 2023/24 KPIs for the Leisure & Community Wellbeing
Directorate.
Appendix V details the Q4 2023/24 KPIs for the Regeneration & Growth Directorate.
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Performance Summary

Environmental Services
(Type = ‘Service')
Wednesday 8th of May 2024

Red = Target missed or Measure overdue
Amber = Measure fallen slightly short/behind
Green = Target met or exceeded
Grey = Measure not yet due

Environmental Health, Risk &
Emergency Planning

2
Red O¢
4
Red

Operational Services
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ENVIRONMENTAL HEALTH, RISK & EMERGENCY PLANNING DUE 15T APR 24
101 : Planning Consultation % of general planning consultations TARGET ACTUAL STATUS
responded to as a statutory consultee : % responded to within 15 90% 90% |

working days of receipt by Environmental Health

Notes: Total number of Planning Consultations received by EHSU = 123. Total responded to within 15 working days = 111
= 90% - target achieved. Resources redeployed from other functions to assist with achieving this target, however, other
service areas have been detrimentally affected. Responses could not be provided to all consultations within the required
timescales due to ongoing resource pressures and conflicting priorities throughout the Service Unit.

ENVIRONMENTAL HEALTH, RISK & EMERGENCY PLANNING DUE 15T APR 24
102 : Health & Safety Inspections review: Carry out a review of the TARGET ACTUAL STATUS
Corporate Health & Safety function and the service it provides to the Yes Yes

Council

Notes: Q4 - A review of the Corporate Health and Safety function and the service it provides to the Council has been
completed.

ENVIRONMENTAL HEALTH, RISK & EMERGENCY PLANNING DUE 1ST APR 24
102 : Health & Safety Inspections review: Adoption of recommendations TARGET ACTUAL STATUS
of the review to improve the Corporate H&S function Yes No @

Notes: The adoption of recommendations following the review to improve the Corporate Health and Safety function is
ongoing. The H&S Unit has been operating with a deficiency of staff due to a vacant post and a maternity absence. It has
been challenging to fill these posts on a temporary basis with suitably qualified staff. This KPI will continue to be
measured during 24/25.

ENVIRONMENTAL HEALTH, RISK & EMERGENCY PLANNING DUE 15T APR 2024
205 : Cemeteries - Implementation of the Cemetery Strategy: Works TARGET ACTUAL STATUS
completed for Blaris Phase 1 cemetery extension (approximately 140 Yes Yes i !
burial plots)

Notes: Tender process was completed in December 2022 for Phase 1a. Work on Phase 1A continued throughout Q1, Q2
and Q3 of 2023/24, and is now complete. During Q3 approximately 244 additional burial plots were made available
within Lisburn New Cemetery Extension.

ENVIRONMENTAL HEALTH, RISK & EMERGENCY PLANNING DUE 15T APR 2024
205 : Cemeteries - Implementation of the Cemetery Strategy: Planning TARGET ACTUAL STATUS
application for Phase 1b cemetery extension to be submitted Yes No @

(approximately 480 burial plots)

Notes: This KPI was not met during 2023/2024 and so will be carried forward into 2024/2025. Procurement process will
be commenced for work on additional plots within Phase 1b of Lisburn New Cemetery Extension in April 24. Planning
Application for 30 Blaris Road will be submitted in September 24.
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OPERATIONAL SERVICES DUE 1ST APR 24
165 : Recycling % of household waste collected by District Councils that TARGET ACTUAL STATUS
is sent for recycling : % of household waste collected by District Councils 50% @

that is sent for recycling

Notes: Q3 2023/24 - 48.77% (Q3 - 2022/23 - 49.7%) (the Q3 2023/24 figure is draft and has not yet been verified so is
subject to amendment) NB: Quarterly recycling rates are impacted by the seasonality of waste arisings which is why
2022/23 and 2023/24 figures have been provided. (ie garden waste). Please note waste data is always a quarter in arrears
due to the availability of data from waste data flow.

OPERATIONAL SERVICES DUE 15T APR 24
214 : Waste Collection LCCC collected municipal waste contribution to TARGET ACTUAL STATUS
municipal waste recycling target: 55% recycling by 2025 (incremental 53% @

targets set over next 3 years)

Notes: Q3 2023/2024 - 48.98% (Q3 2022/23 - 50.2%) (the Q3 2023/24 figure is draft and has not yet been verified so is
subject to amendment). Please note waste data is always a quarter in arrears due to the availability of data from waste
data flow. Recycling rates are seasonal and traditionally higher in summer months when, for example, the growing
season results in higher volumes of materials collected for composting. The quarterly figure is a snapshot and should not
be used to predict a 'year end' recycling rate.

OPERATIONAL SERVICES DUE 1ST APR 24
215 : Waste Landfill Rate LCCC collected municipal waste contribution to TARGET ACTUAL STATUS
municipal waste landfill target: Reduced to 10% or less of the total 36% @

amount of municipal waste generated by 2035 (incremental targets set
over next 12 years)

Notes: Q3 2023/24 - 39.91% (Q3 2022/23 - 40%) (the Q3 2023/24 figure is draft and has not yet been verified so is subject
to amendment). Please note waste data is always a quarter in arrears due to the availability of data from waste data flow.

OPERATIONAL SERVICES DUE 15T APR 2024
204 : Waste Kerbside model for collection, treatment, and disposal of TARGET ACTUAL STATUS
household waste: Finalise the Outline Business Case for the kerbside Yes Yes

model and progress Full Business Case for final approval

Notes: Full Business Case approved by Council on 24 January 2023. Equality consultation completed and presented to
Members in December 2023. However, committee decision to hold in abeyance pending DAERA guidance.

OPERATIONAL SERVICES DUE 15T APR 24
58 : Landfill The amount (Tonnage) of biodegradable Local Authority TARGET ACTUAL STATUS
Collected Municipal Waste that is landfilled: Tonnage of biodegradable 16 444 @

waste landfilled.

Notes: Q3 2023/24 - 3638.2 tonnes (this figure is draft and has not yet been verified so is subject to amendment). Please
note waste data is always a quarter in arrears due to the availability of data from waste data flow.
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Performance Summary

Finance & Corporate Services
(Type = ‘Service')
Wednesday 5th of June 2024

2
Red

Red = Target missed or Measure overdue
Amber = Measure fallen slightly short/behind
Green = Target met or exceeded
Grey = Measure not yet due

0
Grey

Facilities Management
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FACILITIES MANAGEMENT DUE 15T APR 24
199 : Customer Experience Rating - Customer satisfaction levels in TARGET ACTUAL STATUS
relation to a number of LVI service offerings such as 85% 98%

weddings/registration, and conferencing : Customer Satisfaction

Notes: This customer satisfaction rating of 98% is an improvement of 1% on the previous quarter and refers to the
Theatre & Conferencing and Registration services. 100% for Registration and 96% for Theatre & Conferencing.

FINANCE DUE 15T APR 24
16 : Finance Prompt Payment Indicators :Percentage supplier invoices TARGET ACTUAL STATUS
paid within 30 Days 100% 88.73% [ Red ]

Notes: This target will remain challenging until the introduction of a new finance system. The new system is in

implementation stage. The average across NI Councils for quarter 4 was 90.77%. Performance is kept under review at
CMT.

FINANCE DUE 15T APR 24
16 : Finance Prompt Payment Indicators :Percentage supplier invoices TARGET ACTUAL STATUS
paid within 10 days 90% 64.4% @

Notes: This target will remain challenging until the introduction of a new finance system. The new system is in
implementation stage. The average across NI Councils for quarter 4 was 71%. Performance is kept under review at CMT.
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Performance Summary

Organisational Development & Innovation
(Type = ‘Service')
Wednesday 8th of May 2024

o

: H-

Red = Target missed or Measure overdue
Amber = Measure fallen slightly short/behind
Green = Target met or exceeded
Grey = Measure not yet due

Organisational Development &
Innovation

Back to Agenda

IT & Commercialisation

1

2
Red
1
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HR&OD DUE 1ST APR 24
14 : Emp[oyee Training Number of hours of off the J'Ob training per TARGET ACTUAL STATUS
employee: Number of Hours 12 15.57

Notes:

HR&OD DUE 1ST APR 24
15 : Elected Member Training Total number of hours of training per TARGET ACTUAL STATUS
elected member: Number of Hours 8 11.84

Notes:

HR&OD DUE 15T APR 24
221 : Apprentices Number of apprentices : Number of apprentices TARGET ACTUAL STATUS
recruited and in post 18 19

Notes: There have been 19 apprentices in post during course of the year. 1 apprentice has obtained permanent
employment. 1 apprentice left LCCC.

HR&OD DUE 15T APR 24
222 : HR System Implementation of HR system: Implementation of ESS TARGET ACTUAL STATUS
System Yes Yes

Notes: The roll out of ESS was completed in November 2023. However, numbers accessing ESS have been monitored and
75% of users have not logged in to the ESS since December 2023. General communications have been sent via Digi Bytes
newsletter to encourage people to become familiar with the login process - more targeted reminders to units will be
planned to ease the roll out of the time and attendance functionality.

HR&0OD DUE 1ST APR 24
222 : HR System Implementation of HR system: Full Implementation of TARGET ACTUAL STATUS

Notes: Due to a vacancy in the system support role from October 2023 - late March 2023, progress was delayed in the
roll out of Time and Attendance. Some issues came to light during the test period.
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HR&0D DUE 15T APR 2024
209 : Health & Wellbeing Health & Wellbeing Initiatives :The number and TARGET ACTUAL STATUS
type of Health & Wellbeing Initiatives delivered during 2023/24 12 18 :

Notes: In the third quarter (October 2023 - December 2023) we had 12 Health & Wellbeing initiatives. « October wellbeing
focus was on Breast Cancer Stoptober - 28 days stop smoking Challenge. World Arthritis Day 2023 Managing Anxiety in
Menopause zoom session. World Menopause Day - 18/10/2023 Winter Hanging Basket Workshop Flu Vacations +
November wellbeing focus was on Men's Health World Diabetes Day - 14 November 2023. « December wellbeing focus
was on Financial health Christmas Wellbeing Tips Christmas Wreath Workshops. In the forth quarter (January 2024 -
March 2024) we had 6 Health & Wellbeing initiatives. + NILGOSC Pension Information Sessions * January wellbeing focus -
Physical Health » Help Reduce Your Dementia Risk * February wellbeing focus - Healthy Eating for Heart Health « March
wellbeing focus - Women'’s Health + National No Smoking Day

IT & COMMERCIALISATION DUE 1ST APR 2024
180 : SMARTsheet Delivery of Business Solutions: Number of new TARGET ACTUAL STATUS
Business Solutions developed using Smartsheets to develop a new 2 8

system or replace legacy systems

Notes: 3 x Smartsheet business solutions created during Q3: M365 Training tests and tracker, Compliments and
Complaints Dashboard, Utilities Form. (The target of 3 in the first & months of the year was also exceeded with 4
Smartsheet business solutions created during Q1&Q2). 5 Business Solutions created in Q4 namely; Helpdesk for new
Finance system, Proof of concept Goals replacement system for Council targets, Assets Register, LGTG Framework
Tracker, Corporate Health Dashboard Update

IT & COMMERCIALISATION DUE 15T APR 2024
182 : Digital & Innovation Strategy Delivery of Phase 2 of the Digital & TARGET ACTUAL STATUS
Innovation Strategy : Number of projects delivered during Phase 2 of the 5 5 !

Digital & Innovation Strategy

Notes: During Q3 3 projects were delivered namely; Assets Inventory System, Citizenship Ceremony Applications Case
Management System, Waste Online Application Forms for Assisted lifts and Black bins. The target for this KPI is biannual
and was set as discrete rather than cumulative. The total target for the year is 10 projects. During Q1 & Q2 8 projects
were delivered, therefore at end of Q3 11 projects have been delivered thus we have met the annual target. At end of Q4
- EIR system and Planning Portal are in infancy stages of development.

IT & COMMERCIALISATION DUE 1ST APR 2024
183 : Full Fibre NI Council Sites connected to FFTP via FFNI :Number of TARGET ACTUAL STATUS
Council Sites connected to FFTP via FFNI 18 7 @

Notes: The biannual target of 18 sites every 6 months was set as discrete rather than cumulative. A total of 30 Council
sites have been connected to FFTP by the end of Q4. The annual target of 36 was not met by the end of Q4 due to
Openreach not having the infrastructure in place to allow LCCC to connect the sites.
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IT & COMMERCIALISATION DUE 1ST APR 24
195 : Telephony Telephony Performance: Telephony availability (%) TARGET ACTUAL STATUS

99% 100%
Notes:
ORGANISATIONAL DEVELOPMENT & INNOVATION DUE 15T APR 24
211 : Organisational Absence LCCC Organisation - The average number TARGET ACTUAL STATUS
of working days lost due to absences reduced: Actual absence 3 4.81 [ Red ]

Notes: The main reasons for absence are: Stress/Depression/Mental Health, Other Musculo-Skeletal Problems,
Stomach/Liver/Kidney/Digestive, Chest and Respiratory and Other. A detailed report has been issued to the Corporate
Services Committee and we have an officer dedicated to reducing absence.

ORGANISATIONAL DEVELOPMENT & INNOVATION DUE 15T APR 24
211 : Organisational Absence LCCC Organisation - The average number TARGET ACTUAL STATUS
of working days lost due to absences reduced: Rolling Year Absence 13 16.26 @

Notes: The main reasons for absence are: Stress/Depression/Mental Health, Other Musculo-Skeletal Problems,
Stomach/Liver/Kidney/Digestive, Chest and Respiratory and Other. A detailed report has been issued to the Corporate
Services Committee and we have an officer dedicated to reducing absence.
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Performance Summary

Community Health & Wellbeing
(Type = 'Service')
Thursday 9th of May 2024

o

Red = Target missed or Measure overdue
Amber = Measure fallen slightly short/behind
Green = Target met or exceeded
Grey = Measure not yet due

Parks & Amenities

7
Red =T

Arts, Culture and Community Services
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PARKS & AMENITIES DUE 15T APR 24
120 : Community Projects Number of new community benefit projects TARGET ACTUAL STATUS
delivered per annum: Number of new community benefit projects 3 4

delivered per annum

Notes: 1. Moira Community group received plants and bulbs. 2. Seymourhill Men’s Shed received horticultural materials
as well as assistance and plant material to rebuild planters at entrance to Seymourhill. 3. Drumbo Men's Shed received
assistance to install picnic bench and base. 4. Annahilt Community group received horticultural materials.

PARKS & AMENITIES DUE 1ST APR 2024
201 : Park users Number of park users in key sites across the Council TARGET ACTUAL STATUS
area. Measured by Access Counters. : Wallace Park 325 000 385618

Notes: Footfall in Q3&Q4 was 385,618. Footfall during Q1&Q2 was 515,172. By the end of Q4 the total footfall was
900,790 this has exceeded the annual target of 650,000.

PARKS & AMENITIES DUE 15T APR 2024
201 : Park users Number of park users in key sites across the Council TARGET ACTUAL STATUS
area. Measured by Access Counters. : Moira Demesne 240.000 199 227 @

Notes: Footfall in Q3&Q4 was 199,227. Footfall during Q1&Q2 was 290,298. By the end of Q4 the total footfall for the
year was 489,525 which exceeds the annual target of 480,000. Discrete biannual targets were set for the 23/24 year, if
cumulative targets had been set, the end of year result would have shown that the annual target had been exceeded.

PARKS & AMENITIES DUE 1ST APR 2024
201 : Park users Number of park users in key sites across the Council TARGET ACTUAL STATUS
area. Measured by Access Counters. : Moat Park 175,000 139,030 @

Notes: Footfall in Q3&Q4 was 139,030. Footfall during Q1&Q2 was 164,674. By the end of Q4 the total footfall was
303,704. Due to the impact of Ulster Hospital staff no longer using the Moat Park car park to walk to work and now
having their own designated car park, the annual target of 350,000 was not met by the end of March 2024.

PARKS & AMENITIES DUE 15T APR 2024
201 : Park users Number of park users in key sites across the Council TARGET ACTUAL STATUS
area. Measured by Access Counters. : Castle Gardens 60,000 115,847

Notes: Footfall in Q3&Q4 was 115,847. Footfall during Q1&Q2 was 71,686 By the end of Q4 the total footfall was 187,533
we have therefore exceeded the annual target of 120,000.
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PARKS & AMENITIES DUE 15T APR 2024
201 : Park users Number of park users in key sites across the Council TARGET ACTUAL STATUS
area. Measured by Access Counters. : Comber Greenway 62,500 43,787 @

Notes: Footfall in Q3&Q4 was 43,787. Footfall during Q18Q2 was 89,423. By the end of Q4 the total footfall for the year
was 133,210, therefore we have exceeded the annual target of 125,000. Discrete biannual targets were set for the 23/24
year, if cumulative targets had been set, the end of year result would have shown that the annual target had been
exceeded.

PARKS & AMENITIES DUE 1ST APR 2024
201 : Park users Number of park users in key sites across the Council TARGET ACTUAL STATUS
area. Measured by Access Counters. : Mcllroy Park 87,500 77,765 @

Notes: Footfall in Q3&Q4 was 77,765, Footfall during Q1&Q2 was 94,270. By the end of Q4 the total footfall was 172,035
which is just below the annual target of 175,000. Some of the footfall counters are coming to the end of their life and as a
result this is affecting the accuracy of data being collected in some parks.

PARKS & AMENITIES DUE 1ST APR 2024
201 : Park users Number of park users in key sites across the Council TARGET ACTUAL STATUS
area. Measured by Access Counters. : Lagan Towpath 82,500 65,696 [ Red ]

Notes: Footfall in Q3&Q4 was 65,696. Footfall during Q18&Q2 was 88,662. By the end of Q4 the total footfall was 154,358
this is below the annual target of 165,000. Some of the footfall counters are coming to the end of their life and as a result
this is affecting the accuracy of data being collected in some parks.

PARKS & AMENITIES DUE 15T APR 2024
201 : Park users Number of park users in key sites across the Council TARGET ACTUAL STATUS
area. Measured by Access Counters. : Billy Neill 175.000 225 363 .

Notes: Footfall in Q3&Q4 was 225,363. Footfall during Q1&Q2 was 214,281, By the end of Q4 the total footfall was
439,644 this exceeds the annual target of 350,000.

PARKS & AMENITIES DUE 15T APR 2024
201 : Park users Number of park users in key sites across the Council TARGET ACTUAL STATUS
area. Measured by Access Counters. : Glenmore Parkland Trail 22,500 18,312 [ Red ]

Notes: Footfall in Q3&Q4 Phase One & Phase Two 18,312 (calibrated x 60%) Footfall during Q1&Q2 was 14,560. By the
end of Q4 the total footfall was 32,872 which is less than the annual target of 45,000. Some of the footfall counters are
coming to the end of their life and as a result this is affecting the accuracy of data being collected in some parks.
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PARKS & AMENITIES DUE 15T APR 2024
201 : Park users Number of park users in key sites across the Council TARGET ACTUAL STATUS
area. Measured by Access Counters. : Hillsborough Forest Park 245,000 214,861 @

Notes: Footfall in Q3&Q4 was 214,861. Footfall during Q1&Q2 was 283,220. By the end of Q4 the total footfall was
498,081 which exceeds the annual target of 490,000. Discrete biannual targets were set for the 23/24 year, if cumulative
targets had been set, the end of year result would have shown that the annual target had been exceeded.

SPORTS SERVICES DUE 1ST APR 24
151 : Vitality membership Annual target of Vitality members per year: TARGET ACTUAL STATUS
Maintain the annual target of 12,500 members of our leisure facilities 12 500 17.150 '

Notes: Memberships sit at 17,150 at end of Q4

SPORTS SERVICES DUE 1ST APR 2024
152 : Footfall of all Leisure facilities Number of people attending our TARGET ACTUAL STATUS
leisure facilities: Maintain the footfall within our leisure facilities above 425,000 1305813

the benchmark of 950,000 per annum

Notes: Q 1 =589,406 Q 2 = 763,275 Q 3 = 598,388 Q 4 = 707,425 overall DIIB 556,040, LVLP 666,234 & Lough Moss 87,036.
TOTAL FOOTFALL INDOOR LEISURE = 2,658,495. Largely due to vitality members reaching 17,000 mark and frequent
visits by members across SS sites

SPORTS SERVICES DUE 1ST APR 24
176 : Vitality Programme Number of classes : Number of classes TARGET ACTUAL STATUS
available as part of the Vitality Programme 1650 2301 '

Notes: LVLP 1169/ LM 543 / DIIB 30 / Act Centres 559

SPORTS SERVICES DUE 1ST APR 24
200 : Sports Development Number and type of engagements :Number TARGET ACTUAL STATUS
of Sports Development engagements 4 13

Notes: Sports Development engagements in Q1 &2: Easter Gaelic camp June Lisburn Half Marathon, 10k and family fun
run Mens Health over 50 event Quarter 2 Sports Summer Camps Sport Lisburn & Castlereagh AGM - now with over 30
clubs in attendance Quarter 3 Introduction to woman's Health Sports awards Santa dash Quarter 4 Woman into triathlon
Business games Sports Club funding clinic Sports club accelerator funding Q1-4 Sports personality of the month

SPORTS SERVICES DUE 15T APR 24
217 : Vitality Household Membership Impact of Vitality Household TARGET ACTUAL STATUS
Membership: Maintain membership retention levels above 90% 90% 93.5% C .

Notes: 6.5% of membership was lost during Q3 (ave 414/month) / increase in new membership alongside this means
total figure is 110% of Q3s figure
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ARTS, CULTURE AND COMMUNITY SERVICES DUE 1ST APR 24
171 : Engagements Number of physical engagements by unit. (Footfall in TARGET ACTUAL STATUS
facilities ): Footfall in Community Centres 23,000 34,826

Notes:

ARTS, CULTURE AND COMMUNITY SERVICES DUE 1ST APR 24
171 : Engagements Number of physical engagements by unit. (Footfall in TARGET ACTUAL STATUS
facilities ): Footfall in the Island Arts Centre 2,000 5,134

Notes: Community Arts - 988, Arts Education 776, ISLAND Arts Centre Gallery and Workshop and Hirers - 3370

ARTS, CULTURE AND COMMUNITY SERVICES DUE 15T APR 24
171 : Engagements Number of physical engagements by unit. (Footfall in TARGET ACTUAL STATUS
facilities ). Footfall in the Irish Linen Centre Lisburn Museum 27,000 34,885 -

Notes: Jan 10,383; Feb 12,128; Mar 12,374

ARTS, CULTURE AND COMMUNITY SERVICES DUE 15T APR 24
202 : Youth Council Youth Council engagements and collaborative TARGET ACTUAL STATUS
projects delivered: Number of Youth Council engagements and type of 3 11 :

collaborative projects delivered

Notes: 11 meetings held from Jan-March 2024 with highlights being: « First residential experience + Consultation response
to “EU - How Brexit has affected me?” for the European Economic and Social Committee » Consultation response to
“Independent School Counselling” « Participation Team - What is a Campaign? * Workshop on Graphic Design * Global
issues that affect young people + Local issues that affect young people + Attendance at Full Council on Wed 20 March and
invited by the Mayor for refreshments and informal conversation in the Mayor's Parlour » Group work elements such as
looking at the United Nations Convention on the Rights of the Child
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Performance Summary

Regeneration & Growth
(Type = 'Service')
Wednesday 5th of June 2024
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Red = Target missed or Measure overdue
Amber = Measure fallen slightly short/behind
Green = Target met or exceeded
Grey = Measure not yet due
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Assets and Technical Services
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PLANNING & CAPITAL DEVELOPMENT DUE 1ST APR 24
228 : Capital Programme Expenditure measured against Budget: TARGET ACTUAL STATUS
Cumulative % Expenditure against budget 80% 23.3% @

Notes: The anticipated 23/24 spend, per estimates is £29,929,762. Total spend in Q4 is £6,974,054 this is 23.3%. Delays in
investment decision and contract award of DIIB has impacted on expenditure profile.

PLANNING & CAPITAL DEVELOPMENT DUE 15T APR 24
27 : Major Applications Average processing time for major planning TARGET ACTUAL STATUS
applications. (Processed from date valid to decision issued or withdrawn 30 63.2 @

within an average of 30 weeks): Major planning applications processed
within an average of 30 weeks.

Notes: Only 1 major application was issued in Q4, this figure reflects the number of applications being presented with
576 agreements. This is adding approximately 8 - 12 weeks to the processing time. Performance is being reported to
Planning committee, new structure implemented and improvement plan in development. The figure reported here for
Q4 is based on monthly statistics aggregated into a quarterly figure as the Council still await the Q4 report from NISRA.

PLANNING & CAPITAL DEVELOPMENT DUE 1ST APR 24
28 : Local Applications Average processing time for local planning TARGET ACTUAL STATUS
applications. (Processed from date valid to decision issued or withdrawn 15 45.8 @

within an average of 15 weeks): Local planning applications processed
within an average of 15 weeks.

Notes: Our continued focus on reducing the number of older applications from 2019, 2020 and 2021 means it is unlikely
that the Council will return to good performance for local applications in the short term but the implementation of a
structural review and improvement plan should see an overall improvement against this target by the end of the
financial year. It is important to note that legal challenges, changes in our reporting requirements, the introduction of a
new IT system, and other resource constraints have cumulatively impacted on our ability to improve performance in
relation to local applications in this financial year. Significant progress has been made in reducing the total number of
older applications in the years 2017 - 2021. The figure reported here for Q4 is based on monthly statistics aggregated
into a quarterly figure as the Council still await the Q4 report from NISRA.

PLANNING & CAPITAL DEVELOPMENT DUE 15T APR 24
29 : Enforcement Cases Enforcement cases processed to a target TARGET ACTUAL STATUS
conclusion within 39 weeks of receipt of complaint: Enforcement cases 70% 70.6%

processed within 39 weeks

Notes: A caution should be included that these are unvalidated statistics that have been calculated internally using
experimental data and are subject to change depending on publication of official stats.

ASSETS AND TECHNICAL SERVICES DUE 15T APR 2024
212 : Assets Rental from the Council's leased assets: % Lettable floor TARGET ACTUAL STATUS
space within the Council's leased assets 90% 95%

Notes: The Council is currently in negotiation with a GP practice to lease ground floor space in Bradford. Terms have
been agreed and solicitors instructed for the letting of Grove Activity Centre.
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ECONOMIC DEVELOPMENT DUE 1ST APR 24
115 : Tourism - Integrated Marketing Campaign Deliver an Integrated TARGET ACTUAL STATUS
Marketing Campaign: Deliver Integrated Marketing Campaign during Yes Yes |

23/24

Notes: Spring campaign live at the present with new imagery/ video content produced for same. Next campaign will be
summer 2024,

ECONOMIC DEVELOPMENT DUE 15T APR 24
178 : Regeneration - Covid-19 Small Settlements Programme Delivery of TARGET ACTUAL STATUS
the Covid-19 Small Settlements Programme: Delivery of the Covid-19 Yes No @

Small Settlements Programme by end of March 2024

Notes: 80% delivery of the Covid-19 Small Settlements Programme by the end of March 2024 - not on target. Challenging
delivery timeframe recognised by funders, letter of offer extended until the end of December 2024. 9 projects completed
to date including the recently completed Aghalee traffic calming measures, 9 projects still in progress. Public realm
works to commence in Annahilt on 6th May. 74 businesses in total supported through Rural Investment Fund, Heritage
Shop front scheme and Rural Shop front Scheme. A further 16 businesses have recently submitted expressions of
interest. The scheme is on target for completion by 31st December 2024.

ECONOMIC DEVELOPMENT DUE 1ST APR 2024
184 : Belfast Regional City Deal (BRCD) Workstreams: Number of TARGET ACTUAL STATUS
workstreams being progressed under BRCD 2 4

Notes: The annual target is 4 workstreams and as at end of Q4, four workstreams are currently ongoing under BRCD -
Destination Royal Hillsborough, Digital Transformation Flexible Fund, Employability and Skills Programme and the
Innovation Challenge Fund.

ECONOMIC DEVELOPMENT DUE 15T APR 24
38 : New Jobs Number of new jobs per annum:Number of new jobs TARGET ACTUAL STATUS
linked to business start activity and new investment 116 106 @

Notes: 'GoForlt’ was transferred to Local Government in April 2015. This business start-up activity is the delivery of the
statutory jobs promotion target as set by Department for the Economy (DfE) The Statutory target was initially for 85 jobs
annually, and delivered via the NI ‘GoForlt’ Programme. This target has been outperformed by LCCC each year, until this
year. In June 2023 DfE introduced a new annual Statutory target of 116 jobs. In October 2023 GoForlt was replaced by Go
Succeed as new service with BCC as the lead Council For Financial Year 2024/25 a blended target of 2 months GoForlt
and 10 months of the new target was applied by DfE. This gave a target of 111 jobs for 2023/24, with LCCC achieving 106
for that period. The currently planned annual target from Go Succeed is for 116 jobs annually. The reason LCCC missed
the target this year was due to the delayed implementation of the Go Succeed Programme. DfE are continuing a
consultation on the proposed KPIs/Statutory targets with all Councils as part of the Go Succeed service.
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ECONOMIC DEVELOPMENT DUE 1ST APR 2024
39 : Business Solutions - New Business Conversion of local businesses TARGET ACTUAL STATUS
attending Council led business development events through to direct Yes Yes

business support interventions : Introduction and successful roll out of
new entrepreneurship support service

Notes: Q3. NI-ESS formally launched in Nov 2023. Economic Development successfully implemented local launch in Dec
2023. Business support in the form of advice, mentoring, workshops and organising of associated local council events is
now underway. Q4. As per above, LCCC is awaiting reporting on targets/progress to date from BCC.

ECONOMIC DEVELOPMENT DUE 15T APR 24

44 : Rural Development Planned Programmes Rural Investment:Planned TARGET ACTUAL STATUS
TRPSI rural business programme investment 0 0

Notes: No Change at end of 1st Qtr & 2nd, 3rd or 4th Qtrs as the Business Case is still being completed by DAERA

ECONOMIC DEVELOPMENT DUE 15T APR 24
44 : Rural Development Planned Programmes Rural Investment: Number TARGET ACTUAL STATUS
of businesses and public sector organisation supported 0 0

Notes: No Change at end of 1st Qtr, 2nd, 3rd or 4th Qtrs as the Business Case is still being completed by DAERA
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Lisburn & Date: 13" June 2024
C?Stlereagl." Report from:  Performance Improvement Officer
City Council

Item for: Decision

Subject: Review of Departmental Objectives 2023/24

1.0 Background and Key Issues:

1.1 The Departmental Objectives for 2023/24 were updated at the end of the financial year to
confirm their final agreed position.
The purpose of this report is to present Members with an analysis of this review.

1.2 Attached under Appendix | is a report, detailing the status of the 2023/24 Departmental
Objectives for each of the Council's Directorates. This provides the summary position in relation
to targets achieved and ongoing. A full report on the outcomes achieved against the interim
corporate plan 21-24 will be provided to the G&A Commitiee in September 24.

1.3 Overall, performance was measured across 62 different objectives during the year.
Of the 62 objectives set:
¢ 41 have been met = 66%
¢ 21