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Chairman: Alderman D Drysdale

Vice-Chairman: Councillor Jenny Palmer

Aldermen: J Baird, O Gawith, S Martin, S P Porter and J Tinsley

Councillors: D J Craig, J Gallen, S Lowry, J McCarthy, G McCleave, C McCready,
John Palmer and A Swan

Ex Officio:

The Right Worshipful the Mayor, Councillor S Carson
Deputy Mayor, Councillor M Guy

Notice Of Meeting

A special meeting of the Governance and Audit Committee will be held on Thursday,
8th September 2022 at 6:00 pm for the transaction of the undernoted Agenda.

For those Members attending this meeting remotely, the Zoom details are included in
the Outlook invitation that has been issued.

A light buffet will be available in the Members' Suite from 5.30pm.

David Burns
Chief Executive
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2.0 DECLARATIONS OF MEMBERS' INTERESTS

(i) conflict of interest on any matter before the meeting (Members to confirm the specific item)
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3.0 REPORT BY PERFORMANCE IMPROVEMENT OFFICER

3.1 Performance Improvement Objectives, Case Studies & Associated KPIs -
1st Quarter Review
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[@ G&A - Pl Report & Summary.pdf Page 36
[@ Appendix 1 DRAFT Performance Improvement Report 2021-22.pdf Page 39
1 Appendix 2 DRAFT Performance Improvement Report 2021-22 Summary.pdf Page 91

4.0 REPORT BY RISK OFFICER

4.1 Corporate Risk Register
[@ GA Corporate Risk Register Report Sep 22.pdf Page 118

[@ Appendix | Corporate Risk Register.pdf Page 121

5.0 ANY OTHER BUSINESS

6.0 CONFIDENTIAL BUSINESS - "IN COMMITTEE"



All items are confidential due to containing information relating to the financial or business affairs of any
particular person (including the Council holding that information)

6.1 REPORT BY INTERNAL AUDIT MANAGER

6.1.1 Internal Audit Progress Report - August 2022

6.1.2 Internal Audit Charter

6.2 CLOSED SESSION FOR MEMBERS (Members, Internal Audit and NIAO
only)
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LCCC

Lisburn &
Castlereagh
City Council

Governance & Audit Committee

8th September 2022

Report from:

Performance Improvement Officer

Item for Noting

TITLE: Performance Improvement Objectives, Case Studies & Associated KPIs — 15t
Quarter Review

Background and Key Issues:

1. Attached under Appendix I, and Appendix Il is two reports: The first is a quarterly
monitoring document on all the projects that will demonstrate improvement against the
2022/23 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 1. This report covers the period April — June 2022 inclusive.

2. The second report from the ‘Performance Management System’ details the Performance
Improvement Key Performance Indicators (KPIs) results for the period April — June 2022
inclusive. There are 27 Performance Indicators for this financial year; 4 KPIs are on
target, 22 KPIs are not due to be measured until later in the year and 1 KPI was not on
target at the end of Q1.

3. The following point should be noted with regard to the KPI that is not on target:

4. KPI Reference 217; This KPI was set to measure whether the Vitality Research was
carried out. The contract award for the Vitality Impact research was delayed and this
impacted the commencement date and notification to the successful bidder. The initial
meeting is now scheduled for July 2022 with the research due to commence shortly
thereafter. A further update will be provided to this Committee in Q2.
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5. These reports are presented for consideration and scrutiny as appropriate.

Recommendation:

It is recommended that Members note and approve the appended reports.

Finance and Resource Implications:

Screening and Impact Assessment

1. Equality and Good Relations

Has an equality and good relations screening been carried out on the proposal/project/policy? No
If no, please provide explanation/rationale

N/A
If yes, what was the outcome?:
Option 1 Option 2 Option 3
Screen out No Screen out with No Screen in for No
without mitigation mitigation a full EQIA

Rationale for outcome/decision (give a brief explanation of any issues identified including
mitigation and/or plans for full EQIA or further consultation)

Insert link to completed Equality and Good Relations report:

2. Rural Needs Impact Assessment:

Has consideration been Has a Rural Needs Impact
given to Rural Needs? No Assessment (RNIA) template been No
completed?
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If no, please given explanation/rationale for why it was not considered necessary:

N/A

If yes, give brief summary of the key rural issues identified, any proposed actions to address or
mitigate and include the link to the completed RNIA template:

SUBJECT TO PLANNING APPROVAL: No

If Yes, “This is a decision of this Committee only. Members of the Planning Committee are not bound by the
decision of this Committee. Members of the Planning Committee shall consider any related planning application in
accordance with the applicable legislation and with an open mind, taking into account all relevant matters and
leaving out irrelevant consideration”.

APPENDICES: Appendix | - a quarterly monitoring document including case studies of
improvement for the period April — June 2022 inclusive
Appendix Il details the KPI results for the period April — June 2022
inclusive

HAS IT BEEN SUBJECT TO CALL IN TO DATE? No

If Yes, please insert date:
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LCCC

Lisburn &
Castlereagh
City Council

Performance Improvement Objectives
2022/23

Quarter 1, 2022/23

We will continue to We will continue to deliver
improve our citizen Council led activities that

engagement methods and §96k to maint.ain and
ensure accessible improve physical and

processes for contacting mental wellbeing of our
the council 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 |

Success Measure

Launch a Digital Grant Aid
system to make the grant Quarte rIy U pdate
aid process more accessible | We have launched a
for our customers. Digital Grant Aid system |
during 22/23

g22/ This project did not start in

Q1. A further update will be
provided in Q2.

Improvement Project 2

Success Measure

Continue to deliver a
o . uarterly Update
Participatory Budgeting We have received 60 Q yup
Initiative across 3 DEA’s applications per annum
(District Electoral Areas) We have made 45 awards Three dates have been confirmed
to allow Iogal people'to perannum for the Participatory Budgeting
have a Say in the PFO!ECtS We can evidence by case Initiz:\tives in each of the following 3
that receive funding in studies the difference the DEA’s:
their communities. grants have made within the Lisburn South - 24 September 2022
DEAs
Downshire East - 19 November
2022

Lisburn North - 28 January 2023

Improvement Project 3

Success Measure

Enable our citizens to
influence decisiory making Anvillage plan has been Quarterly Update
through community developed for Annahilt by During Q1, two community
conversations in Annahilt the end of September 22 conversations took place in
and Drumbo and for Drumbo by the end Annahilt on 20 and 27 June with
of March 23. Approx.. 70 people from the
We can evidence by case ocal community and statutory and
studies the difference the voluntary partners.
community conversations A draft Village has been completed and
have made. was circulated to the local community
association.

2|Page



Improvement project 4

Gather customer and user
data through surveys/focus
groups to assess the quality
and accessibility of the online
services provided by the
Environmental Service’s
Directorate during 2021/22
and consider opportunities for
an improved customer
experience.

Success Measure

We have measured the usage for
each of the 8 online services by
the end of Q1

We have developed methods of
engagement to obtain feedback
on the online services made
available i.e.: customer
satisfaction questionnaire, focus
groups etc? in Q1

Agenda 3.1/ Appendix | Quarterl monitoring_Updated Draft Report.pdf

Quarterly Update

All online services have been
actively used during Q1
throughout the Environmental
Serrvice Directorate. Usage figures
have been captured for online
services within Building Control &
Environmental Health.

Methods of engagement have
been developed to obtain

Improvement project 5

Improve the digital
information available
through the Council’s
website relating to
Entertainment Licensing
and Events Management so
as to provide accessible
guidance for customers.

Success Measure

We have provided Entertainment
licensing online by the end of June
2022.

We have provided Entertainment
licensing guidance online and reviewed
it annually.

We have carried out research on
accessibility to this information and
reported on the outcomes by the end
of March 23.

We have provided Events guidance
online and reviewed it annually.

feedback from customers.

Quarterly Update

Entertainment Licensing
guidance was provided online
during Q1 and will be reviewed
annually and updated if
required.

Back to Agenda

3|Page
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Objective 1 2022/23

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
We feel a sense of belonging in our local neighbourhoods

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

Q1 outcomes

The project to launch a digital grant aid = As the Digital Grant Aid System has yet to be implemented, we are

system did not start in Q1. A further unable to determine the difference made by this system. Once it

update will be provided in Q2. has been implemented a further information will be provided to this
Committee at a future date.

Performance Improvement Feedback and Testimonials

Project 2

Q1 outcomes

Three dates have been confirmed for Once these initiatives have taken place, case studies will be
the Participatory Budgeting Initiatives in captured and reported upon later in the year.

each of the following 3 DEA’s:

Lisburn South - 24 September 2022
Downshire East - 19 November 2022
Lisburn North - 28 January 2023

Performance Improvement Feedback and Testimonials

Project 3

Q1 outcomes

During Q1, two community Community Conversations: On the evening of Monday 20th
conversations took place in June 2022, Annabhilt
Anahilt on 20 and 27 June. Primary School hosted
There were approximately 70 a consultation of
people in attendance from the community members,
local community and statutory elected members,

and voluntary partners. A draft council officers &
Village Plan which includes an representatives from
Action Plan has been other statutory bodies
completed and was circulated for discussions around

to the local community village improvements.

association. There were approximately 70 people in attendance. David Burns,

Casestudies of the impact of Chief Executive of Lisburn & Castlereagh City Council welcomed

this will be captured and attendees and delivered a presentation on the Place Making

reported upon later in the year. Practice and what the process hoped to achieve in the village of
Annabhilt.

4|Page



Performance Improvement

Project 3

Feedback and Testimonials

Q1 outcomes

The attendees were divided
into groups to analyse four
specific key locations within the
village by completing the Place
Game questionnaire and
discussing potential
opportunities within the group.
The following four key locations

were identified and analysed:
1. Crossroads
2. Primary School
3. Play Group

4. Shops

Residents of the village
were also asked to share
their opinions on the four
main village entrance
sights. Information and
feedback was gathered on
the night by council officers
and converted into an
achievable action plan.

This was presented to the community on Monday 27th June 2022,
one week after the original consultation evening.

Update on Annahilt:

1. 3 xhay racks have been installed at the entrance signs to
the village. The 4th location is too dangerous and would
be hidden by the hedge anyway.

2. 2 x additional hanging baskets have been installed
opposite the shop

3. Overgrown garden cleared

4. Bus timetable holders ordered by Translink
5. Entire village area weeds sprayed and clean up complete
at roadsides

Performance Improvement Project 4
Q1 outcomes

through Q1.
Online Building Notice (BN) Applications:

e 314 online BN applications received

e Equates to 74% of total BN applications (in Q1)
Online Regularisation (RG) Applications:

e 87 online RG applications received

e Equates to 82% of total RG applications (in Q1)
Online Property Certificate (PC) Applications:

e 381 online PC applications received

e Equates to 49% of total RG applications (in Q1)
Online requests for Building Regulation Inspections:

e 4 requests made on line (in Q1)

Environmental Health — All 3 Online Services have been
operational throughout Q1:
Online Funeral Director Portal:

e 117 burial applications received through the Portal.

Building Control. All 4 Online Services have been operational

Feedback and Testimonials

Customer engagement to assess the quality and
accessibility of the online services provided by the
Environmental Service’s Directorate during 2021/22, is
not due to take place until Q2.

The outcomes from this research on the entire
directorate will be reported upon later in the year,
however the Building Control Service have already
received some feedback on their online services
through customer emails:

“We have found that online applications are much
easier and quicker to use than previous paper
applications. The process is much simpler and
beneficial than paper applications.”

“l was most probably reluctant to start using the online
service, as like perhaps a lot of my colleagues, did not
believe the system could improve.”

5|Page
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e Equates to 95.9% of burial applications received by the
Service Unit in Q1.
Noise App:
e 38 service requests received via the Noise App.
e Equates to 24.6% of requests for service relating to
noise received by the Service Unit in Q1.
Online Dog Licensing:
e 2156 online dog licence applications processed.
e Equates to 69.9% of dog licences issued by the Service
Unit in Q1.

The Environmental Health Service Unit is investigating methods
of engagement to obtain customer feedback, including:

e The development of a smart survey to be used in Q2
and Q3 on the Council’s Social Media platform and
through a link to those having used the online portal.

e Developing Customer Forums and Focus Groups to
explore customer needs and satisfaction levels for
online service provision.

Waste Management and Operational Services have developed
a customer feedback survey during Q1, for issue to
‘Binformation’ subscribers in July asking for feedback on the
Binformation e-zine, the Binformation section of the Council
website and asking if customers would like to engage with the
corporate development of a new, more user-friendly and
accessible website.

Waste survey issued week commencing 4™ July to 1,375
Binformation ezine subscribers

The Building Control service has developed methods of
engagement to obtain customer feedback, including:

e Developing a smart-survey to be used in Q2 and Q3 on
Social Media and through a link to those having used
the online portal.

e Developing Customer Forums and Focus Groups to
explore customer needs and satisfaction levels for
online service provision.

Performance Improvement Project 5

Q1 outcomes

Entertainment Licensing guidance has been provided
online and will be reviewed annually and updated if
required.

An internal audit was completed in 2021/2022, finalised
on 31/05/2022 with a number of actions. These actions
include the production of guidance to be made available
online to customers. This is being developed and
progressed during the 2022/2023 year.

“I would congratulate the person behind setting up the
online service for the property certificates.”

“The online property certificates option was a real
bonus from the start of the pandemic.”

“The option for online submissions, | can only say is
brilliant, and would strongly recommend it to all of my
colleagues.”

“We are very impressed with your online system. As
you know | started using it during the Pandemic
personally at home and even as a Luddite | am a total
convert.”

“On those small number of occasions where there
would be a query or we need to chase a PC we know
that we can give the team a call and that you will assist
in sorting this.”

Feedback and Testimonials

When a review of this guidance has been carried
out a further information will be provided to this
Committee at a future date.

6|Page
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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

: ) Success Measure
Investigate the impact of

the Vitality Household
Membership to determine

Quarterly Update

We have appointed a

T i consultant by the end of
if it has made a positive Y The consultant Otium was appointed
impact on member’s June 22. by the end of June 22.
physical and mental We have carried out The contract award for the Vitality
H Impact research was delayed which
We”bemg research by the end of June impacted the commencement date
22. and notification to the successful

bidder. The initial meeting is scheduled
for July 2022 with the research to
commence shortly thereafter. A
further update will be provided to this
Committee in Q2.

Improvement project 2

: Success Measure
Improve the physical, mental

and emotional wellbeing of
our citizens through a

Quarterly Update

We have provided 30 CSAW
programmes with 450 participants

number of programmes by the end of March 23. Summary of Q1 Council led activities that
ichi . i seek to maintain and improve physical and
r((nllgk:r:nhccl)l:giijﬁcﬁ\r{eeloﬂ nSgica| We have provided 20 Wopdland mental wellbeing of our':itizenz Y
S , pny programmes and 20 Horticulture C-Saw Project April - June 2022
activity programmes and programmes with 500 participants
S . Total C-SAW programmes 23
understanding the benefits | by the end of March 23. .
) . Lo i Total participants 334
of healthy eating. We have provided 5 Biodiversity
. . .. Total Under 18 years 58
projects with 100 participants by
the end of March 23. Total 18-59 years 159

Total Over 60s 117
Woodland & Horticulture Programmes

The number of woodland programmes is 7
The number of horticultural programmes is 5
The total number of participants is 419
Biodiversity Project April - June 2022

Total Biodiversity projects 9

Total participants 221

7|Page
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Objective 2 2022/23

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

e We live healthy, fulfilling and long lives

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

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

e People of all ages are more physically active more often

e We enjoy good mental health

What difference did we make? Case Studies
Performance Improvement Feedback and Testimonials
Project 1

Q1 outcomes

The consultant Otium was appointed by the end of June = A further update will be provided to this
22. (This consultant will investigate the impact of the Committee in Q2.

Vitality Household Membership to determine if it has

made a positive impact on member’s physical and mental

wellbeing.) The contract award for the Vitality Impact

research was delayed which impacted the

commencement date and notification to the successful

bidder. The initial meeting is scheduled for July 2022 with

the research to commence shortly thereafter.

Performance Improvement Feedback and Testimonials
Project 2

Q1 outcomes

Summary of Q1 Council led Parks & Amenities
activities that seek to maintain and| A |ot of great work has taken place up to the end of Q1 to improve the physical,

imfilrbo"_e ph¥sical and mental mental and emotional wellbeing of our citizens through a number of
wellbeing of our citizens programmes.

C-Saw Project April - June 2022

Total C-SAW programmes 23 C-SAW Activities April —June 2022

Total participants 334 5 th

Total Under 18 years 58 Bells Lane — Men’s Health Week — Woodwork workshop 13™ June 2022
Total 18-59 years 159

Total Over 60s 117

Comments were:

Woodland & Horticulture
Programmes

The number of woodland
programmes is 7

The number of horticultural
programmes is 5

The total number of participants is
419

‘It was great, and |
really enjoyed it

‘I actually made
something that
worked!’

Biodiversity Project April - June
2022

Total Biodiversity projects 9

Total participants 221

Over 50s Men’s Sports Day — 16" June 2022
They enjoyed rugby, cricket, circuits and Pilates at Lough Moss Centre

8|Page
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Performance Improvement Feedback and Testimonials
Project 2
Q1 outcomes

Love Life Group — they took part in a horticulture programme at Bells Lane
Allotments and also at their polytunnel (which was funded by LCCC) in
Ballymacash. This is a group with learning disabilities. (These photos were
provided by the group.)

Woodland programmes
A tree planting project was organised at Hill Street with the local
community/residents/youth/police/councillors. (35 participants)

Derriaghy Women'’s Institute planted 70 trees near Mcllroy Park for the 70 year
anniversary of the organisation (4 participants)

Trees were planted at Hillsborough roundabout with the Hillsborough Association
and the Lord Lieutenant for the Queens canopy. (9 participants)

A stall was provided at the Mayor’s family fun-day where members of the public

were giving the opportunity to plant their own tree seed and take it home to grow it
with advice from our horticulturists. (250 participants)

9|Page
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Performance Improvement Feedback and Testimonials
Project 2
Q1 outcomes

There were three tree ID
walks delivered by Parks &
Amenities one in each of the
following parks:
Hillsborough (8 participants)
Glenmore (9 participants)
Moat Park (7 participants)
Total of approx. 322
participants

Details of the BIODIVERSITY Activities that have taken place April — June
2022 are detailed in the following table.

10|Pag
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Event Date Venue Visitor Numbers Brief Description

1. Sowing 06t April Seymour Hill Approx. 50 children Biodiversity Officer was invited to Seymour Hill Primary School to
Wildflowers 2022 Primary School enhance an area for biodiversity within their school grounds. Two

classes joined in the sowing of wildflowers.

2. Old Warren 06t April Old Warren Approx 20 - The Biodiversity Officer
Primary School 2022 Primary School was invited to Old Warren

Primary School to get a
photo with all the scare
crows created by each year
group.

3. Making Bird 06t April Old Warren 6 children The Biodiversity Officer was invited
Feeders with Old | 2022 Primary School to Old Warren Primary to make
Warrens Primary bird feeders with children from the
School schools gardening club

4. Wildflower 11t May Glenmore 16 Participants The Biodiversty Officer invited
Planting at 2022 Parkland Trail the pupils from St Colmans
Glenmore Primary School to sow

Parkland Trail

wildflowers at Glenmore
Parkland Trail as part of the
funded project and invite
schools in planting schemes to
connect children with nature in
their local area.

Back to Agenda
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5. Lead the children
From St Colmans
Primary School
on a walk and talk
at Glenmore
Phase 2

11t May
2022

Glenmore
Parkland Trail

16 Participants

6. Sowing
Wildflowers with
Tonnagh Primary
School &
members of
Tonnagh
Community
Association

17" May
2022

Tonnagh Open
Space

Approx 30 participants

7. Glenmore
Parkland Trail
Phase 2 Official
Opening

26t May
2022

Glenmore
Parkland Trail

Approx 50 attended

Glenmore phase 2 to the Official
opening of Phase 2 at Glenmore
Parkland Trail. The Biodiversity
Officer invited the students from
St Colmans Primary School who
particpated in the planting
schemes.

8. Litter pick with
SERC students
along the Lagan
Towpath

30t May
2022

Starting at the
Civic Office
leading down the
Towpath

33 patrticipants

(Photo for internal use)

Students and teachers from

SERC College, Lisburn joined the

Biodiversity Officer and parks

Staff in a litter pick starting at the

¥ Council Civic Offices along the
M%:  Towpath. Total of 10 bags of

:V\ rubbish was collected.

9. Old Warren
Primary School

28th June
2022

http://evideo.com/view/2744459240
Video link for Promoting compost week and the work the biodiversity
officer has worked with the school on.

Total of 9 projects April =June 2022

Total of 221 Participants April =June 2022

15
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Performance Summary

All

(Type = 'Performance Improvement')

Monday 1st of August 2022

Red = Target missed or measure overdue
Amber = Measure due but not complete
Green = Target met or exceeded
Grey = Measure not yet due

Environmental Services

Environmental Health

Parks & Amenities

Sports Services

Arts, Culture and Community Services

Generated on 01/08/2022 16:08 by Kerrie-Anne McKibbin Page 1 of 7
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ENVIRONMENTAL HEALTH DUE 30TH JUN 22
216 : Entertainment Licensing & Events Guidance Availability of guidance TARGET ACTUAL STATUS
online. Entertainment Licensing guidance available online Yes Yes Green -

TARGET Yes

ACTUAL

Notes:

ENVIRONMENTAL HEALTH DUE 1ST APR 23
216 : Entertainment Licensing & Events Guidance Availability of guidance TARGET ACTUAL STATUS
online. Online Entertainment Licensing guidance reviewed annually Yes No Grey

TARGET Yes
ACTUAL No

Notes:

ENVIRONMENTAL HEALTH DUE 1ST APR 23
216 : Entertainment Licensing & Events Guidance Availability of guidance TARGET ACTUAL STATUS
online. Customer engagement to assess accessibility to online Yes No Grey

Entertainment Licensing guidance

TARGET Yes
ACTUAL No

Notes:

ENVIRONMENTAL HEALTH DUE 1ST APR 23
216 : Entertainment Licensing & Events Guidance Availability of guidance TARGET ACTUAL STATUS
online. Events guidance available online Yes No Grey

TARGET Yes

ACTUAL No

Notes:

ENVIRONMENTAL HEALTH DUE 1ST APR 23
216 : Entertainment Licensing & Events Guidance Availability of guidance TARGET ACTUAL STATUS
online. Online events guidance reviewed annually Yes No Grey

TARGET Yes
ACTUAL No

Notes:

Generated on 01/08/2022 16:08 by Kerrie-Anne McKibbin Page 2 of 7
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ENVIRONMENTAL SERVICES DUE 30TH JUN 22
191 : Online services Impact of the services available online within the TARGET ACTUAL STATUS
Environmental Services Directorate. Usage of the 8 services available Yes Yes Green -

online within the Environmental Services Directorate

TARGET Yes

ACTUAL

Notes:

ENVIRONMENTAL SERVICES DUE 30TH JUN 22
191 : Online services Impact of the services available online within the TARGET ACTUAL STATUS
Environmental Services Directorate. Development of the customer Yes Yes Green

engagement methods

TARGET Yes

ACTUAL

Notes:

ENVIRONMENTAL SERVICES DUE 30TH SEP 22
191 : Online services Impact of the services available online within the TARGET ACTUAL STATUS
Environmental Services Directorate. Customer engagement carried out Yes No Grey

TARGET Yes
ACTUAL No

Notes:

ENVIRONMENTAL SERVICES DUE 1ST APR 23
191 : Online services Impact of the services available online within the TARGET ACTUAL STATUS
Environmental Services Directorate. Report on outcomes of customer Yes No Grey

engagement and detail any improvements made or recommended

TARGET Yes

ACTUAL No

Notes:

PARKS & AMENITIES DUE 1ST APR 23
187 : Biodiversity Projects Number of biodiversity projects delivered TARGET ACTUAL STATUS
during 2022/23. Number of biodiversity projects delivered during 5 Grey
2022/23

TARGET 5

ACTUAL

Notes: Total of 9 projects April -June 2022

Generated on 01/08/2022 16:08 by Kerrie-Anne McKibbin Page 3 of 7
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PARKS & AMENITIES

187 : Biodiversity Projects Number of biodiversity projects delivered
during 2022/23. Number of participants in the biodiversity projects

TARGET 100
ACTUAL

Notes: Total of 221 Participants April -June 2022

PARKS & AMENITIES

189 : CSAW programmes CSAW programme KPIs. Number of CSAW
programmes delivered during 2022/23

TARGET 30
ACTUAL

Notes: 23 C-SAW programmes were delivered in Q1 of 2022/23

PARKS & AMENITIES

189 : CSAW programmes CSAW programme KPIs. Number of CSAW
programme participants during 2022/23

TARGET 450
ACTUAL

TARGET ACTUAL
100
TARGET ACTUAL
30
TARGET ACTUAL
450

Notes: There were 334 participants in the C-SAW programmes that were delivered in Q1 of 2022/23

PARKS & AMENITIES

213 : Sustainability Projects Woodland & Horticulture programmes.
Number of woodland programmes

TARGET 20
ACTUAL

Notes:

PARKS & AMENITIES

213 : Sustainability Projects Woodland & Horticulture programmes.
Number of horticulture programmes

TARGET 20
ACTUAL

Notes:

Generated on 01/08/2022 16:08 by Kerrie-Anne McKibbin

TARGET ACTUAL
20

TARGET ACTUAL
20
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DUE 1ST APR 23

STATUS

Grey —

DUE 1ST APR 23

STATUS

Grey

DUE 1ST APR 23

STATUS

Grey

DUE 1ST APR 23

STATUS

Grey

DUE 1ST APR 23

STATUS

Grey

Page 4 of 7
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PARKS & AMENITIES DUE 1ST APR 23
213 : Sustainability Projects Woodland & Horticulture programmes. TARGET ACTUAL STATUS
Number of participants 500 Grey S

TARGET 500

ACTUAL

Notes:

SPORTS SERVICES DUE 30TH JUN 22
217 : Vitality Household Membership Impact of Vitality Household TARGET ACTUAL STATUS
Membership. Consultant appointed Yes Yes Green

TARGET Yes

ACTUAL

Notes:

SPORTS SERVICES DUE 30TH JUN 22
217 : Vitality Household Membership Impact of Vitality Household TARGET ACTUAL STATUS
Membership. Research carried out Yes No @

TARGET Yes
ACTUAL No

Notes: The contract award for the Vitality Impact research was delayed which impacted the commencement date and
notification to the successful bidder. The initial meeting is now scheduled for July 2022 with the research to commence
shortly thereafter. A further update will be provided to this Committee in Q2.

SPORTS SERVICES DUE 30TH SEP 22
217 : Vitality Household Membership Impact of Vitality Household TARGET ACTUAL STATUS
Membership. Infographic Report presented Yes No Grey

TARGET Yes

ACTUAL No

Notes:

SPORTS SERVICES DUE 31ST DEC 22
217 : Vitality Household Membership Impact of Vitality Household TARGET ACTUAL STATUS
Membership. Review and evaluation of research Yes No Grey

TARGET Yes
ACTUAL No

Notes:

Generated on 01/08/2022 16:08 by Kerrie-Anne McKibbin Page 5 of 7
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SPORTS SERVICES DUE 31ST DEC 22
217 : Vitality Household Membership Impact of Vitality Household TARGET ACTUAL STATUS
Membership. Testimonies and customer feedback presented Yes No Grey -

TARGET Yes
ACTUAL No

Notes:

SPORTS SERVICES DUE 1ST APR 23
217 : Vitality Household Membership Impact of Vitality Household TARGET ACTUAL STATUS
Membership. Consideration of opportunities for an improved customer Yes No Grey
experience

TARGET Yes
ACTUAL No

Notes:

ARTS, CULTURE AND COMMUNITY SERVICES DUE 1ST APR 23
190 : Participatory Budgeting Participatory Budgeting initiative across 3 TARGET ACTUAL STATUS
DEAs during 2022/23. Number of applications received 60 Grey

TARGET 60
ACTUAL

Notes: Three dates have been confirmed for the Participatory Budgeting Initiatives in each of the following 3 DEA's
Lisburn South - 24 September 2022 Downshire East - 19 November 2022 Lisburn North - 28 January 2023

ARTS, CULTURE AND COMMUNITY SERVICES DUE 1ST APR 23
190 : Participatory Budgeting Participatory Budgeting initiative across 3 TARGET ACTUAL STATUS
DEAs during 2022/23. Number of awards made 45 Grey
TARGET 45

ACTUAL

Notes: Three dates have been confirmed for the Participatory Budgeting Initiatives in each of the following 3 DEA's
Lisburn South - 24 September 2022 Downshire East - 19 November 2022 Lisburn North - 28 January 2023

ARTS, CULTURE AND COMMUNITY SERVICES DUE 1ST APR 23
218 : Grant Aid Digital Grant Aid System. A digital grant aid system has TARGET ACTUAL STATUS
been launched Yes No Grey

TARGET Yes
ACTUAL No

Notes: In Q1 this project has not yet commenced. A further update will be provided in Q2.

Generated on 01/08/2022 16:08 by Kerrie-Anne McKibbin Page 6 of 7
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ARTS, CULTURE AND COMMUNITY SERVICES DUE 30TH SEP 22
219 : Community Conversations In Anahilt & Drumbo.Village plan TARGET ACTUAL STATUS
developed for Anahilt by end of September 22 Yes No Grey o

TARGET Yes
ACTUAL No

Notes: A draft Village Plan which includes an Action Plan has been completed to be circulated to the local community
association, following the two community conversations that took place in Anahilt on 20 and 27 June. There were
approximately 70 people in attendance from the local community and statutory and voluntary partners.

ARTS, CULTURE AND COMMUNITY SERVICES DUE 1ST APR 23
219 : Community Conversations In Anahilt & Drumbo.Village plan TARGET ACTUAL STATUS
developed for Drumbo by end of March 23 Yes No Grey

TARGET Yes
ACTUAL No

Notes:

Generated on 01/08/2022 16:08 by Kerrie-Anne McKibbin Page 7 of 7
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LCCC

Lisburn &
Castlereagh
City Council

Governance & Audit Committee

8th September 2022

Report from:

Performance Improvement Officer

Item for Noting

TITLE: Complaints Report — Q1

Background and Key Issues:

1. Attached under Appendix | is a comparative report taken from the Council’s Customer
Care System. This report details the number of comments, complaints and compliments in
Quarter 1 (April - June inclusive) of 2022/23.

2. This report is presented for consideration and scrutiny as appropriate.

Recommendation:

It is recommended that Members note the appended report.

Finance and Resource Implications

N/A

Screening and Impact Assessment

1. Equality and Good Relations

Has an equality and good relations screening been carried out on the proposal/project/policy? No
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If no, please provide explanation/rationale
N/A

If yes, what was the outcome?:

Option 1 Option 2 Option 3
Screen out Yes/No Screen out with Yes/No Screeninfor Yes/No
without mitigation mitigation a full EQIA

Rationale for outcome/decision (give a brief explanation of any issues identified including
mitigation and/or plans for full EQIA or further consultation)

Insert link to completed Equality and Good Relations report:

2. Rural Needs Impact Assessment:

Has consideration been Has a Rural Needs Impact
given to Rural Needs? No Assessment (RNIA) template been No
completed?

If no, please given explanation/rationale for why it was not considered necessary:
N/A

If yes, give brief summary of the key rural issues identified, any proposed actions to address or
mitigate and include the link to the completed RNIA template:

SUBJECT TO PLANNING APPROVAL: No

If Yes, “This is a decision of this Committee only. Members of the Planning Committee are not bound by the
decision of this Committee. Members of the Planning Committee shall consider any related planning application in
accordance with the applicable legislation and with an open mind, taking into account all relevant matters and
leaving out irrelevant consideration”.

APPENDICES: Appendix | — comments, complaints and compliments in Quarter 1
(April - June inclusive) of 2022/23.
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HAS IT BEEN SUBJECT TO CALL IN TO DATE? No

If Yes, please insert date:
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Customer
Care
Report

Q1

1st April 2022 -
30th June 2022

Lisburn & Castlereagh City Council
|
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1.0 Customer Care Analysis

Customer Care calls increased between Q4 and Q1 by 277, an increase of
26%. Complaints increased by 137 (87.7%) to 292. Comments received

through Customer Care also increased by 12 to 52 with Compliments also
increasing from Q4 by 6 to 49.

1.1 Analysis of Customer Care Calls in Q1 per Department

1|Page
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1.2 A breakdown of calls received for the Environmental Services Departiment
is as follows:

Environmental Services Department - All Calls

Planning Enforcement 1
Sensitive Call | 0
Building Control | 5
Environmental Health I 108
Waste Management & Operational Services I 035

0 200 400 600 800 1000

Overall 1052 Customer Care calls were logged to Environmental Services, 938
of these were for Waste Management and Operational Services. A total of
852 calls were in relation to Domestic Refuse Collection; the three main
reasons for these calls were missed bins during collection, bins going missing
and damage to bins. There is no clear reason as to why the bins sustain
damage during collection.

There were 108 calls logged for Environmental Health. The main categories
continue to be; fly tipping, dog control with a number of requests also logged
for noise, graffiti and off street parking. The maijority of calls logged for
Environmental Health were received through the Reportall App.

1.3 A breakdown of calls received for Leisure & Community Wellbeing is as
follows:

LEISURE & COMMUNITY WELLBEING
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Within the Leisure & Community Wellbeing Department Parks & Amenities
confinue to receive the majority of calls. There were 34 complaints and these
were in relation to Wallace Park, Barbour Playing Fields, Billy Neill, Hydebank

2| Page
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Playing Fields, Mayors Family Fun Day, grounds maintenance, Cemeteries,
Events and the Queens Jubilee Celebrations. The Leisureplex and Dundonald
International Ice Bowl received 15 calls, 12 of these were complaints for a mix
of reasons including; customer service, bookings, facilities and the Vitality
Membership. 3 service requests were logged under PCSP for anti-social
behaviour and assistance with speed camera monitoring.

1.4 A breakdown of calls received for Service Transformation is as follows:

154 calls were logged
Service Transformation under Service

Q1 Transformation. 139 of
these calls were in
relation to the Sculpture
Trail at Hillsborough
Forest Park and were
made up of; 1
compliment, 4
comments and 134
complaints. These
complaints made up
93% of all complaints
logged for the Service
Transformation Directorate. The remainder of the complaints were for
Planning, City Centre Issues and Building Maintenance.

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

3| Page
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The 3 complaints were in relation to insurance requirements for users of Lagan
Valley Island Theatre, available facilities at LVI Theatre and Customer Service
at LVI. The 19 compliments received were in relation to events/conferences
at LVI, excellent customer service provided by LVI staff.

2.0 Complaints Analysis

Q2 Q3 Q4
2021/2022 2021/2022 2021/2022

Chief Executive 0 0 2 0

Environmental Services 62 59 118 89

Finance & Corporate 5 0 2 3
Services

Leisure & Community 42 19 30 56
Wellbein

Service Transformation 9 9 3 144

LCCC Complaints Total 118 87 155 292

Non Council Complaints 11 29 33 50

129 116 188 342

There was a substantial increase in the number of complaints received during
Q1 of 2022. Complaints rose from 155 in Q4 to 292, an increase of 88.4%. The
main reason for this was complaints about Hillsborough Forest Park. The
number of complaints rose significantly following publication of an article in a
national newspaper and subsequent comments on social media regarding
the ongoing installation of a digital sculpture trail, due to complete in the
Autumn. The project continues to be monitored by Officers through direction
from the Development Committee.

The table below provides some examples of the comments and complaints
received during Q1.

Chief Equality Flags, Information re. deaf service
Executive users access
Environmental  Street Cleaning Sweeping requests
Services Ref. Col. Dom. Bin provision, damage and collection
Recycling Policies
Amenity Sites Amenity site access, policies
Street Cleansing Cleansing requests, frequency

4| Page
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Comment

Comment

Complaints

Complaints

Complaints

Complaints

Department
Leisure &
Community
Services

Service
Transformation

Environmental
Services

Finance &
Corporate
Services
Leisure &
Community
Services

Service
Transformation

Service
Parks & Amenities

LVLP

Lough Moss
Com. Planning
Golf Courses
Good Relations
Bonfires

Planning
Regeneration
Tourism
Environmental Health
Waste
Management

Centre
Management
Registration

Parks & Amenities

Arts Service
LVLP

DIIB

Lough Moss
Sports Development

Assets & Tech.
Planning
Econ. Develop.

Issue

Moira Demesne, Wallace Park, Billy
Neill, parks access/times/gates,
Bio-diversity, Mcllroy Park, Duncan's
Dam, Requests for
memorial/celebration planting
External area

Membership

Period Poverty Scheme
Membership

Flags

Old Warren

Planning query

EV Charging

Sculpture Trail at HFP

Failure to take app. Action

Bins not collected /damaged/missing
Bryson House Contract — Bins not
collected, damaged

Bulky waste collections

Amenity Sites

Customer Service

LVI available facilities

LVI user insurance query

Customer Service

Wallace Park — Accessibility, Health &
Safety

Mayors Fun Day — access with dogs
Barbour Playing Fields — litter

Castle Gardens — opening times
Cemeteries — maintenance
Aghalee Playing Fields — accessibility
Island Arts Centre — Events

Showers, swimming pool, bookings,
Vitality Gym

Membership, bookings, ice rink,
bowling, caravan park
Membership, gym

Fun Run — online bookings

Moira MUGA - maintenance
Planning objections/queries/service
City Centre issues

Sculpture Trail Hillsborough Forest Park
Toilets — Hillsborough Forest Park

S5|Page
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3.0 Compliments

There were 49 compliments received during Q1, an increase of 14% from Q4.

Finance & Corporate
Services received 19,
the maijority in
relation to
events/conference
bookings at LVI.
Leisure & Community
Services also
received 19, Parks &
Amenities with 10, the
remainder spread
between Community
Planning (2), LVLP (1), Golf Courses (2), DIIB (1), Arts Service (2) and PCSP (1).
In other areas Environmental Services received 7, Service Transformation 3
and the Chief Executive Office 1.

A few examples of the compliments that were received were as follows:

ENVIRONMENTAL SERVICES

I am taking the time to send this message as the guy who is
driving the sweeper in Ballyregan, Dundonald should be praised
for his work (OCZ 7008) he has the place spotless. He is taking
great pride in keeping our street clean and went over every inch.
Praise where it is due, he is a great asset to the council. 06/04/22

ENVIRONMENTAL SERVICES

My bin collection day is today & I forgot to leave my bins
out on the road for collection... however, your wonderful bin
men who where on duty today very kindly lifted both my
bins down the drive & emptied them! Can you please pass

on my thank yous! They deserve some recognition for such
a kind gesture 07/06/22

6| Page
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FINANCE & CORPORATE SERVICES

I would like to say a big thank you to you and all of your staff.
The entire event today went really well and your staff were
superb. Russell was amazing and a big thanks to him and all of
your staff as nothing was too much trouble and they did

everything willingly and with a smile. Catering was excellent
13/05/22

FINANCE & CORPORATE SERVICES

Hi Sarah, I just want to say a big thank you to you and
everyone who helped both on the day and with the planning
for our rehearsals and performances on Saturday. Again the
whole day was a huge success and ran very smoothly even
through it had been 3 years since our last shows. It was lovely

to see lots of familiar faces again. 24.05/22

LEISURE & COMMUNITY SERVICES

I just wanted to say a huge thankyou to everyone involved in the fun day at
the weekend. My son is 4 and was enthralled. | have never seen so much to
do for all ages and so many free events. We arrived at 12 and had to drag
my son out at 5pm. We did go on some rides and we bought a lot of food.
Everything was so well put together and we really had a great time.
09/05/22

LEISURE & COMMUNITY SERVICES

Good morning, Just some feedback on the Event at Moat Park last
night- Sunday 19th June, my wife and | took our 2 elderly mum's,
and the we all thoroughly enjoyed the evening, the weather was
GOOD, the Stewarding and Staffing was GOOD, the music was

EXCELLENT. Everyone in attendance thought it was a lovely

7| Page
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SERVICE TRANSFORMATION

I just wanted to say how much | enjoyed seeing the new installations in
Hillsborough Park. | thought they were really good fun and | am sure will
get plenty of comments. Some no doubt along the lines of "terrible”,

"despoiling the landscape” and so on. But most people | saw seemed to
be smiling. 03/05/22

34

SERVICE TRANSFORMATION

Whilst visiting site this afternoon | was approached by one of the
residents who had voiced concerns at commencement of the
project. She confirmed her and her neighbours were delighted with
the project and asked me to pass on her thanks, particularly to

Yvonne and Becky, for listening to their concerns and fulfilling the
promises they had made. 18/05/22

4.0 REPORTALL APP

The number of calls logged on the ReportAll App has risen by18% since Q4.
The most common reasons for reported incidents on the app continue to be
fly tipping and dog fouling. Other calls received were in relation to animal
welfare, litter bins needing emptied, street cleansing/sweeping, litter, reports
of dead animals, anti-social behaviour, graffiti, noise pollution and
abandoned cars. This continues to be a well-used method of communication
for the public.

5.0 ESCALATED COMPLAINTS

There were 5 complaints escalated to Stage 2 — Director Level in Q1. 1 was in
relation to a noise complaint, 1 in relation to a planning query and 3 were in
relation to the Sculpture Trail at Hillsborough Forest Park. All Stage 2
complaints have now been closed off and were not upheld in accordance
with the Councils Complaints Handling Procedure. There were no complaints
escalated to Stage 3, Ombudsman in Q1.

8| Page
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6.0 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 Q1 there were 56 surveys sent out with a
return of 11.

When customers receive their Satisfaction surveys they are asked for a one
word reply. Excellent, Good, Acceptable and Poor. On occasion they will
also attach a comment with their response.

“I was very pleased with the response |
received and would rate it as excellent”
20/04/22

“Hi, | was going to mail you but hadn’t got
around to it, the whole experience was
absolutely excellent as your department wasn'’t
even the right one but they got the problem to
the right people. | also have been sent the right
email for future reference” 20/04/22

“Thank you for your email. | would rate your
response to my email as excellent!” 30/06/22

9| Page
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LCCC

Lisburn &
Castlereagh
City Council

Governance & Audit Committee

8th September 2022

Report from:

Performance Improvement Officer

Item for Noting

TITLE: PERFORMANCE IMPROVEMENT REPORT 2021/22

Background and Key Issues:

1. Council must produce an annual Performance Improvement Report in order to meet the
requirements of the Local Government Act (NI) 2014.

2. Attached under Appendix | is a copy of the fully detailed draft Performance Improvement Report
for 2021/22, as required by the NI Audit Office. Appendix Il is a copy of the draft summary
Performance Improvement Report 2021/22, which will be used as the public facing document.

3. The NI Audit Office raised a proposal for improvement in their recent audit report stating that
Council should use provisional statutory KPI information when it is available to enable citizens to
see a clear comparison with other councils on the statutory KPI metrics, albeit with the appropriate
caveats regarding the status of the data. This has been applied to the draft Performance
Improvement Report for 2021/22 and can be found in section 3 of the reports.

4. Performance indicators have all been achieved however further work, some of it outside our direct
control, will be required to achieve all the statutory and service KPI's. The achievement of the
service KPIs has been challenged for a number of reasons which are detailed in Appendix Il (of
the draft Performance Improvement Report) and can be viewed in the hyperlink on page 43 of
Appendix I.

5. The Performance Improvement Report 2021/22 must be published by 30th September 2022 in
order to meet the requirements of the legislation.

Recommendation:
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It is recommended that Members approve the attached draft Performance Improvement Report for
2021/22.

Finance and Resource Implications:

Screening and Impact Assessment

1. Equality and Good Relations

Has an equality and good relations screening been carried out on the proposal/project/policy? No
If no, please provide explanation/rationale

N/A
If yes, what was the outcome?:
Option 1 Option 2 Option 3
Screen out No Screen out with No Screen in for No
without mitigation mitigation a full EQIA

Rationale for outcome/decision (give a brief explanation of any issues identified including
mitigation and/or plans for full EQIA or further consultation)

Insert link to completed Equality and Good Relations report:

2. Rural Needs Impact Assessment:

Has consideration been Has a Rural Needs Impact
given to Rural Needs? No Assessment (RNIA) template been No
completed?

If no, please given explanation/rationale for why it was not considered necessary:

N/A
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If yes, give brief summary of the key rural issues identified, any proposed actions to address or
mitigate and include the link to the completed RNIA template:

SUBJECT TO PLANNING APPROVAL: No

If Yes, “This is a decision of this Committee only. Members of the Planning Committee are not bound by the
decision of this Committee. Members of the Planning Committee shall consider any related planning application in
accordance with the applicable legislation and with an open mind, taking into account all relevant matters and
leaving out irrelevant consideration”.

APPENDICES: Appendix | — Draft Performance Improvement Report for 2021/22
Appendix Il - Draft Summary Performance Improvement Report for
2021/22

HAS IT BEEN SUBJECT TO CALL IN TO DATE? No

If Yes, please insert date:
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Lisburn &
Castlereagh
City Council

Draft Performance
Improvement
Report

2021/22






Back to Agenda

Contents

° Executive Summary

9 Section 1: Introduction

0 Section 2: Performance Improvement Objectives - Self Assessment
@ Section 3: Statutory Indicators - Self Assessment

@ Section 4: Comparing LCCC performance with other NI councils
@ Section 5: Self-assessment of Self-Imposed Indicators

@ Feedback and Review




Back to Agenda

Executive Summary

V) V) v

We improved our
citizen engagement
methods and simplified
processes for
contacting the council

We increased
participation in Council
led activities, to maintain
and improve physical
and mental health and
wellbeing for our citizens

We achieved all of our
Performance KPIs

V)

We achieved our statutory targets for:

« The number of jobs promoted through business start-up activity
« The percentage of planning enforcement cases processed within 39 weeks

« The amount (tonnage) of biodegradable Local Authority Collected Municipal
Waste that is landfilled

« The amount (tonnage) of Local Authority Collected Municipal Waste arisings

IN PROGRESS

« Some service KPIs (including those that could not be accurately
measured during 2021/22 as a result of technical issues)

Statutory targets for:

« The average processing time of major planning applications
« The average processing time of local planning applications

« The percentage of household waste collected by district councils
that is sent for recycling (including waste prepared for reuse)



Introduction

This document presents the results of the Council’s
self-assessment in discharging its general duty under Part
12 of the Local Government Act (Northern Ireland) 2014 in
relation to performance improvement arrangements.

It sets out an assessment of the Council’s performance
against the following requirements:

+ Performance improvement objectives
set out in the 2021/2022 Performance
Improvement Plan;

« Statutory performance improvement
indicators and standards for the functions
of Economic Development, Planning and
Waste for 2021/2022, including comparison
with the previous two years; and

+ Performance information on self-imposed
indicators and standards collected during
2021-2022.

The publication of this information fulfils
in part the Council’s statutory requirement
under Part 12, Section 92 of the Act.

Back to Agenda
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Performance improvement objectives:

Statutory guidance defines improvement as
“more than just quantifiable gains in service

output or efficiency, or the internal effectiveness

of an organisation. Improvement for Councils
should mean activity that enhances the
sustainable quality of life and environment
for ratepayers and communities.” Essentially,
improvement is about making things better
and our focus is on how we can deliver better
services for the benefit of our residents and
service users.

The Council is committed to driving continuous
improvement and performance across all
service areas. In 2021/2022 the Council set two
areas for improvement as detailed in Section 2
of this report. The Performance Improvement
outcomes have been developed to reflect the
outcomes in the Community Plan which will be
in place for the next 10 years and the Interim
Corporate Plan.

The Community Plan
and related outcomes:
www.lisburncastlereagh.gov.uk/uploads/general/
Community Plan 2017-2032 EMAIL.pdf

The ambition is to have improved the lives

of those living in, working in or visiting the
Lisburn and Castlereagh area within those 10
years of the Community Plan and it is therefore
more difficult to show any real or statistical
evidence that the actions have contributed in
any significant way in such a short space of
time. Evidence has been gathered and will be
monitored and reviewed regularly in order to
allow us to gauge the impact of our actions in
the short term. However we have used case
studies to show what has been achieved and
how the investment in the performance areas
identified are contributing to the Community
Plan and Corporate Plan outcomes.

The results of the self-assessment are included
at Section 2.

The Corporate Plan
and related outcomes:
wwwe.lisburncastlereagh.gov.uk/uploads/general/
ICP 2021 Final.pdf




Statutory Performance Indicators:

A set of seven statutory indicators have been set
for Local Government via the Local Government
(Performance Indicators and Standards)

Order (NI) 2015 as part of the performance
improvement arrangements for Councils. These
relate to three Council functions, i.e., waste
management, economic development and
planning. The results of the self-assessment are
included at Section 3.

From 2017 The Local Government Act (Northern
Ireland) 2014, Section 92 requires councils to
compare their performance, so far as reasonably

Self-Imposed Indicators:

The Council has a performance management
framework in place which includes a range
of service KPIs as well KPIs relating to the
Performance Improvement Objectives.

Back to Agenda

practicable, against the performance during
that and previous financial years. The Council
will continue to work in conjunction with the
Department for Communities to develop a
comprehensive benchmarking framework to
provide clear and transparent information to
allow comparison across a number of council
areas. Section 4 outlines the results of external
benchmarking based on data available in the
public domain, in addition to results of other
internal benchmarking undertaken in relation to
absence and prompt payment

Collectively these are referred to as ‘self-
imposed’ indicators. Details of the self-
assessment are included at Section 5.

Discharging the general duty to secure
continuous improvement in 2021-2022:

The Council has well-established governance
arrangements in place to ensure delivery of all
of our plans and these arrangements are used
to ensure that the activity underpinning our
improvement objectives is monitored on an
ongoing basis.

These arrangements include:

» Quarterly reports of our programme of activity
to CMT (Corporate Management Team)

« Reporting on the performance improvement
process to the Governance & Audit Committee,
on a quarterly basis as a standing item

e Consideration of the full costs included in our
estimates process

« Appropriate risk management in relation to
main programmes of work

» Appropriate monitoring, reporting and
performance management arrangements
underpinning all of the above

We measure how we are doing in lots of ways
across the organisation.



How the Council has got better in
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relation to its General Duty to improve:

The various home committees receive quarterly
reports detailing performance management
information on the service KPIs.

The Performance Improvement KPIs
demonstrate improvement against the
Performance Improvement Objectives and
are measured on a quarterly or annual basis
(depending on the target) and reported to
the Governance & Audit Committee and the
relevant home committees.

The Council monitors complaints identifying
underlying root causes and actions to enhance
service provision and this is reported to

the Corporate Management Team and the
Governance & Audit Committee on a quarterly
basis.

In addition to formal reporting of the self-
imposed KPI’s, the Council is always striving to
identify new ways of working and opportunities
to improve. The Portfolio office continued to
promote the digital and transformation agenda.

Within 2021/2022 the Council initiated a number
of new arrangements all of which fall within

the general duty to improve including but not
limited to:

 Introduction of a Corporate Health Recovery
Dashboard during 2021/2022 which helps
the Corporate Management Team assess
recovery performance post Covid-19 against
critical areas across the Council on a monthly
basis.

 In-depth review of the KPIs

- Reduced the number of KPIs being
reported to Committee from 77 to 52

- Categorised the KPIs into Performance
improvement KPIs being reported to
Governance & Audit Committee, Service
KPIs being reported to the relevant Home
Committee and Management Information
KPlIs for internal scrutiny by management.

o Establishment of a number of internal
working groups;

- the Connected Customer Working
Group to consider new and innovative
ways of operating by using digitisation
and reacting to customer needs and
preferences

- the Sustainable Champions Working
Group to address Sustainability and
Climate Change issues
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Performance Improvement

Objectives - self Assessment

Objective 1:

We will improve our citizen engagement methods
and simplify processes for contacting the council.

Aims: Council Self-Evaluation:

o To deliver excellent and easily accessible 0 TARGET ACHIEVED

public services, improve customer service
and satisfaction;

Outcomes contributing to our

+ Toimprove efficiency and effectiveness of Community Plan / Corporate Plan
public service delivery, offering ratepayers include:

better value for money;

» Public services are enhanced through co

» To provide improved insight and design and co-production
management reporting, supporting better
and more informed decision-making; « Community ownership and management of

local assets and facilities
» To embrace the use of digital technology to

Improve efﬁuency and increase customer o We feel a sense of belonging in our local

access to services; neighbourhoods
¢ To deliver a high performing Council  There s participation and volunteering in
through digital transformation. public and community life, arts, culture and

sports by people of all backgrounds
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Enabling Improvement Project #1:

Improve accessibility to information and services by expanding our suite
of online facilities within the Environmental Services Directorate.

How did we do?

During the 21/22 period the Environmental
Services Directorate has achieved the target and
made 8 services available online.

+ Within the Building Control service unit
customers can make online Building Notice
Applications to the Council, this includes the
appropriate application forms, fee payment
and Council receipt.

+ Building Control customers can also make
online Building Regulation “Regularisation
Applications” to the Council, this includes the
appropriate application forms, fee payment
and Council receipt.

+ Customers who have a valid Building
Regulation application already submitted to
the Council can now make online bookings
for site inspections to be carried out.

+ Also within Building Control, Conveyancing
Solicitors can make online Property
Certificate applications to the Council,
this includes the appropriate application
forms, fee payment, receipt and validation
acknowledgement from Council. The
Council then issues a completed response
electronically, (within the 10 day performance
target).

How did we measure this?

Within the Environmental Health Service

Unit the opportunity has been introduced for
service users to make online requests for the
investigation of a potential noise nuisance
through a specific online application “Noise
App”. This also provides for the submission of
representative recorded data.

Within the Environmental Health Service Unit
as part of the burial management system

an online portal has been made available to
funeral directors, which facilitates the online
booking of a funeral or internment of ashes.

The Cemeteries section within Environmental
Health have made available the “Ever After”
online service which connects to Cemetery
Records and enables the public to search a
loved one’s name against cemetery records”.

The Waste Management & Operations
service unit moved the focus of its digital
waste communications to a redeveloped
page on the council’s website. This saw an
end to information being made available
on the BinFormation App. Customers now
have a single source of digital information
which is clearly identifiable on the website
home page. The waste page continues to
be updated with relevant information and
improvements made where identified.

8 services across the Council were made available online during 21/22.

10
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How did we track progress in year?
See Appendix 1.

What difference did we make?
See Case Studies for examples of outcomes achieved to date.

Enabling Improvement Project #2:

Undertake a review of the customer care complaints handling procedure,
by reducing to a two stage process and improve our timeliness of response
by stipulating timescales at each stage.

How did we do?

A review of the customer care complaints The policy went live at the start of November
handling procedure was undertaken in Q1. and since then we have been operating the 2
We have reduced our procedure to a two stage complaints handling procedure. Training
stage process and improved our timeliness was made available to staff via the Learning

of response by stipulating timescales at each Management System since December 2021.
stage.

How did we measure this?
We have reviewed the customer care We have implemented the customer care
complaints handling procedure during 21/22 complaints handling procedure during 21/22 .

How did we track progress in year?
See Appendix 1.

What difference did we make?
See Case Studies for examples of outcomes achieved to date.

11
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Enabling Improvement Project #3: L

Deliver a Participatory Budgeting Initiative across 3 DEA’s to allow local
people to have a say in the projects that receive funding in their
Communities.

How did we do?

On-line Participatory Budgeting initiatives Parish Centre, Moira. Twenty three applicants
were launched in Castlereagh South and competed on the day showcasing their projects.
Eastin April 2021 and 39 applications were Approximately 800 people attended the event
received from across the 2 DEAs. On the and there were 725 votes cast which resulted in
conclusion of the community voting process 16 groups across the DEA being awarded a total
32 applications received letters of offer in of £15,744,

July 2021 with a funding total of £30,000. A

community showcase event for the Grand During 2021/22 62 applications were received
Choice participatory budgeting initiative for and 48 awards were made.

Downshire West was held in Q4 in St John’s

How did we measure this?

We have received 60 applications per annum. We can evidence by case studies the difference
We have made 45 awards per annum. the grants have made within the DEAs.

How did we track progress in year?

See Appendix 1.

What difference did we make?

See Case Studies for examples of outcomes achieved to date.



CASE STUDIES
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What difference did we make?

Highlights included:

Environmental Services

Customers who have engaged with the
Environmental Services Directorate in an
online capacity have reported many benefits,
including the ability to conveniently submit
Building Notice, Regularisation and Property
Certificate Applications as well the ability to
book site inspections online within Building
Control. Year-end figures show that up to
80% of Regularisation applications and 75%
of Building Notice applications are now made
online. Online Property Certificate applications
from conveyancing solicitors is around 50%.

Previous frustrations expressed around not
being able to report a noise complaint and
nuisance when it was ongoing, have been
addressed.

Funeral Directors have also welcomed the
benefits of being able to make the necessary
arrangements for funerals at times which
traditionally could only be made during office
working hours. All of these customers have
been able to access these services in a quick,
efficient and easy to use manner on a 24/7 basis.



Much of the interaction through the Council’s
website is customers seeking information in
relation to their bin collections and access to
the household recycling sites. There has been
significant uplift in website traffic growing from
27% of total traffic associated to waste related
queries to 60% in December 2021.

In addition, customers have indicated that using
the services online have been of particular
benefit to those who do not have access to
transport to come into the Council Offices and
also during the travel restrictions imposed as a

“it’s very convenient. would
be great if other things could

be added, example appLgiwg
for birth certificates,

marriage Licence etc.”

“As someone who is not
tech savvy, t found this
simple to navigate.”

“t had recent contact with the
building control department
with a tbme sensitive Lssue,

{ spoke to administration
staff. At a stressful time
they were amazing help and
fantastic at their jobs.”

Back to Agenda

result of the COVID-19 Pandemic, the ability to
be able to avail of services and communicate
with the various service units within the
Environmental Services Directorate through
online services was particularly beneficial
during the lockdown period.

As more online services were made available
within the directorate during the 2021/22
financial year it is intended to carry out online
surveys during 2022/23 to capture further
feedback and testimonials.

“As a funeral director |
am wow able to secure an
interment time outside
the traditional office

working hours.”

“Found it very easy
to navigate and to

complete tra nsaction.”

“A very efficient service.

 was very pleased thank 5014.”
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Communities Outcomes

In 2021/22 the Participatory Budgeting Initiative was launched in Castlereagh East and Castlereagh
South. Due to the public health guidance in place in April 2021 it was agreed that these two schemes
would be delivered in an entirely on-line format. A total of 39 applications were received - 23
applications from Castlereagh East and 16 from Castlereagh South. Following the online voting process
which generated 1877 votes (934 from Castlereagh East and 943 from Castlereagh South) funding was
awarded to 16 projects in each DEA generating an investment of £15,000 in each district.

Below are some examples of feedback from beneficiaries.

Carryduff Primary School Newtownbreda Women'’s Institute

“we were delighted to be awarded
the £1000 grant for our Great Egg-
Spectations project.

We recently received a chicken
coop, three gorgeous hews and all
the equipment necessary to Look

after them. ALL with the tntention of
extending our nurture ano well-being
curriculum. The hews have proved a
big hit with both pupils and staff. The
pupils have even been getting their
hands dirty with mucking out.

With the constraints of money within
schools, this project would wever have

been possible without this grant. we are
so appreciative being able to provide this

opportuwitg for our wonderful pupils.”

“A big Thank You to Lisburn §
Castlereagh City Council for their
Grand Cholce grant to Newtownbreda
women's tnstitute. Our first session
of the season was ow the 2nd Friday in
October 2021 with guest speaker Carol
Awnn Creagh who told us of her many
walks on The Camino.

without the funding from Lcce
we would have been unable to book
the programwme we have been able to.
Funding enables us to book speakers,
pay for the rental of the hall we use and
plan for the year ahead.”

15
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Dreamscheme

A community showcase event for the Grand
Choice participatory budgeting initiative for
Downshire West was held in quarter four in

St John’s Parish Centre, Moira. Around 800
people attended on the day to learn about the
23 projects competing for funding and to vote
for their top ten initiatives. A total of 725 voting
cards were submitted which resulted in 16
projects being funded generating an investment
of £15,744 in the Downshire West DEA.

Proms in the Car Park

A Proms in the Car Park event was held in car
park of Hillsborough Presbyterian Church.
Music was provided by a variety of performers
including Downshire Primary School and locally
known soloists and musicians. The musical
extravaganza attracted 280 adults and 50
children. Face painting and balloon modelling
was provided and each child was given a goodie
bag with confectionary and juice.

Back to Agenda

“The qrand Choice grant from Lisburn §
castlereagh City Council has beew really valuable
to Dreamscheme and has enabled us to provide
a weekly safe space for Local young people on
Mowday afternoons. The space is currently
benefiting a group of Young people aged 11 to
16, providing them with regular opportunities to
conmnect with peers and to improve their emotional
and mental wellbeing through participating in a
programime of activities based on the Take 5 Steps
to wellbeltng: Connect, Be Active, Take Notice,
Keep Learning and Give!

So far we have been able to use the funding

to lnvest in new sofas for our Youth centre.
Funding is also being used for sports and games

equipment, Christmas commuwi,tg service

materials and snacks for weekly sesstons.”

Everyone in the local Hillsborough Village area
was invited to attend with special invitation
to young adults with learning difficulties. This
was the first opportunity since COVID that the
Church was able to engage with these young
adults.

Positive feedback has been received from many
attendees saying how much they enjoyed the
event and how it had really lifted their spirits.
There was great participation from the audience.

It is hoped that this event will now become a
regular occurrence in the Church’s calendar.

Further participatory budgeting initiatives

are planned to take place in the 2022/23
financial year. The proposed timetable for the
community showcase events are as follows:

+ Lisburn South - September 2022
+ Downshire East - November 2022
+ Lisburn North - February 2023
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Objective 2:

Back to Agenda

We will increase participation in Council led activities

that seek to maintain and improve physical and

mental health and wellbeing for our citizens.

Aims:

» To contribute to the achievement of the
outcome of our Community Plan that we live
healthy, fulfilling and long lives

« To deliver an attractive range of programmes
to encourage people of all ages and abilities
to participate in and enjoy regular physical
activity, sustaining good physical and mental
health

» To provide safe, accessible leisure and sports
facilities, endorsing pathways to sports for all

« To deliver high quality, cost effective services
that meet people’s needs making use of
new approaches to continual improvement,
innovation and performance management

e To ensure that:

- Children and young people are physically
active and enjoy good mental health

- 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 and connected

- People of all ages are more physically
active more often.

Council Self-Evaluation:

€ TARGET ACHIEVED

Outcomes contributing to our
Community Plan [ Corporate Plan
include:

We live healthy, fulfilling and long lives

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

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

» People of all ages are more physically active
more often

» We enjoy good mental health
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Enabling Improvement Project #1: L

Recover the number of Vitality memberships and people attending our
leisure centres to pre Covid-19 levels (this is based upon Covid restrictions
being lifted and reopening of facilities).

How did we do?

Vitality membership increased throughout the Footfall of our facilities was 986,198 and this
year and was 11,910 on 28 March 2022, returning means that we have exceeded our annual target
to pre-pandemic levels. by 136,198.

How did we measure this?
We have actively encouraged people to re-engage with our Sports Facilities to achieve:

+ The pre Covid-19 annual target of 4000 + The pre Covid-19 annual target of over
Vitality members per year (this is based upon 650,000 people attending our sports facilities
Covid restrictions being lifted and reopening per year.
of facilities)

How did we track progress in year?
See Appendix 1.

What difference did we make?
See Case Studies for examples of outcomes achieved to date.

Enabling Improvement Project #2:

Build upon the success of the Vitality programme by supplementing
the range of activities available to members with a targeted virtual
programme.

How did we do?
In Q1 190 Classes were delivered online due to + 166 classes were Cardio & Strength
the level of interest shown. + 24 classes were Conditioning

19
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At the start of a quarter 2, a review was carried
out of this performance improvement project
as a result of changes within Sports Service,
with more and more sports facilities opened at
this stage (post pandemic) there was a greater
appetite from Vitality customers to attend ‘in
person’ classes and the uptake in the virtual
programme had diminished. The service re-
evaluated the virtual programme offering

and decided to focus more on the ‘in-person’
classes. Resource issues within the service also
added to this.

For the remainder of the financial year the
measure of success was amended to focus

on the number and types of classes available
within the entire Vitality membership rather
than only focussing on the online participation.
An ongoing review was kept in place to assess
the appetite for a virtual program from Vitality
customers.

How did we measure this?

Numbers allowed into centres are lower due

to Covid risk assessments and customers can
book online allocated slots. This has resulted in
footfall being lower and will be reviewed at the

How did we track progress in year?
See Appendix 1.

What difference did we make?

366 Classes were delivered during Q2

+ all classes were delivered in person in each
of the facilities as follows: LVLP - 207, Lough
Moss - 93, DIIB - 6, Billy Neill - 6, Glenmore -
21, Killmakee - 18, Grove - 15

During Quarter 3, Sports Services facilities
continued to offer Vitality members an
extensive timetable of classes, gym sessions
and activities. 1,680 classes were delivered
throughout the Quarter with an attendance
total of 19,671 customers.

The total number of classes increased to 1,769
during Quarter 4, which is a rise of 126 classes
from the previous quarter. Class attendance
also dramatically increased to 25,400 (increase
of 5,729), which highlights the demand and
confidence for classes.

end of October 2021. The Number and type of
classes available for online participation reach
204 classes per quarter.

See Case Studies for examples of outcomes achieved to date.

Back to Agenda
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Enabling Improvement Project #3: L

Improve the physical, mental and emotional wellbeing of our citizens
through a number of programmes to develop their horticulture skills and
understand the benefits of healthy eating.

How did we do?

In 2021-22 the Biodiversity Officer delivered a 5 poly-tunnels were delivered and installed

variety of projects including: for community use and to encourage the
community group’s participation in Ulster In

« 7 community horticultural projects Bloom.

« 3 schools projects In period April 2021 to March 2022 CSAW

delivered 37 projects to 920 participants
+ Afurther project saw thousands of plants
and compost handed out to 36 community Breakdown of participants:
groups + Under 18 years - 325
» 19-59 years - 337
+ 60+years-258

How did we measure this?

+ 10 horticultural projects are delivered in FY + 20 CSAW programmes delivered per annum
2021/22 - 400 participants attend the programme per
annum

+ 4 poly-tunnels are purchased and delivered
to community groups in Stoneyford, We have captured and analysed user evaluation
Maghaberry, Moira and Derriaghy and feedback

How did we track progress in year?
See Appendix 1.

What difference did we make?
See Case Studies for examples of outcomes achieved to date.

21
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CASE STUDIES

Back to Agenda

What difference did we make?

Highlights:

Sports Services

Our Council facilities continued to offer Vitality
members an extensive timetable of classes, gym
sessions and activities.

The total number of classes increased to 1,869
by the end of the year, which is a rise of 1503
classes from the start of the year when facilities
re-opended. Class attendance also dramatically
increased to 25,400 (increase of 5,729 from the
start of the year), which highlights the growing
demand and confidence for classes by the end
of 2021/22.

Vitality membership also continued to increase
throughout the year, to 11,910 on 28 March 2022,
returning to pre-pandemic levels.

The Vitality membership was also expanded
with the development of the new Vitality Plus
package, which was promoted to new and
existing members in March 2022. The package
includes all the benefits of membership as well
as golf membership at either Castlereagh Hills
Golf Course or Aberdelghy Golf Course.



Vitality Plus members can now also benefit
from:

« Unlimited golf 7 days per week
« Complimentary golf club hire
» Weekly golf lessons for children
» Monthly golf lessons for adults
» Golf competitions for children

» Golf Ireland Registration for children

The use of the Vitality App for online bookings
also continued to grow reaching 23,003 App
downloads by the end of the year, which is an
increase of 31.4% from the start of the year.

Back to Agenda

Some of the new classes introduced during
2021/22:

Mamafit

o Family Fun Sessions

e HITT & Core

» Basketball

« Fitness Classes

« Creative Learning Sessions
 Line Dancing

« Aquafit

o Women’s Classes - includes Women’s Self-
Defence and Women'’s Kick-Boxercise

* Squats & Tots

« Billy Neill - Kettlebells and Bootcamp classes
e Senior Multi-Sports

» Healthwise Scheme

« Walking Group

» Post Exercise Referral Scheme

» Cardiac Rehab

23
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Class Feedback

Back to Agenda

Throughout the year class feedback was received through an on-line survey promoted on social media
and via the Vitality App. The feedback was used to shape future timetables.

“Being able to leave my cancer at the door

for a short while and feel Less useless as a

member of society.”

“it’s fantastic to see Vvitality/Lcce offering
this kind of class, tnvesting in women’s
personal safety and self-confidence. Especially
bn Light of recent tragic events it’s great to see
vitality Living up to its promise of a ‘Lifestyle
membership’ offering something more thaw a
standard gywm and prioritising giving women
something to help them feel safe and secure in a

world that Ls Lwareasingg wnot so0.”?

“Lough Moss is run fantastically by
wonderful staff, especially the instructors. It's
fun and friendly and the instructors know
their stuff and are so helpful. The classes and
the gyw are a Lifeline to me. It feels like a
family to wme. Classes in the mornings and
evenings seem to be well attended and the
imstructors are very popular. Please don't ruin
our wonderful leisure centre by changing
things. If it’s not broke it doesn't need fixing.”

Vitality Feedback

“Having never did Pilates before this class is a
great place to Learn all the positions § exercise.
Jaywe the instructor is excellent and really puts
You at ease if You are new to the class. The class
progresses to give you easier § harder options
for each wove so that all ages are catered for.
There is a range of ages that regularly attend
and the room is large enough to safely space out
but could do with being a bit cooler (as you do
aatu,aLLg work up a sweat!!).”

“cindy’s infectious enthusiasm, her guidance

and humour makes this class accessible to the
non-kettle bells "pro' Like me. | attended a kettle
bells class some years ago and found it far too
advanced and competitive so really welcome
this class as the atmosphere Ls much wore
welcoming. The workout while challenging
is doable anad t am seeing | can now cope with
heavier welghts since starting this class. A

bonus for me wmost of my class are women.”

The following feedback was received on social media in relation to the Vitality Membership package.

“Not gonna Lie, probably the
best thing 've donell What
would usually cost me a
fortune Ls wow completely
doable. 'wm a mowm of 4
children and its benefitted

them massi\/el,g.”

“it’s an absolutely amazing
package for the family. we
use ours so mueh, 'm aLwags
worried we will get banned

for overuse.”

“qreat Lelsure centre - Lee
skating rink ts well taken
cave of, friendly staff
very efficient at their jobs,
relaxed atwmosphere, good
vibes and fun for the whole
family. Recommended.”
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Parks & Amenities

In 2021/22 we focused on improving the physical, mental and emotional wellbeing of our citizens
through a number of programmes to develop their horticultural skills and helping them understand
the benefits of healthy eating.

One project saw thousands of plants and compost handed out to 36 community groups and five
poly-tunnels were purchased and delivered to community groups in Stoneyford, Maghaberry, Moira,

Derriaghy and Ballymacash.

The following are just some of the highlights and customer testimonials.

Live Life Wellbeing Group Hillsborough Walking Group
Horticulture Project

“Interactive
with people the
same age.”

“Something to Look

“we are so blessed to have forward to and get well
been able to take part tn the wpdated about other
gardening programme. programmes from C-SAW
The tutors are stars. and get tnvolved in more,
we love wednesdays! as a result.”

Bverything was tailored to

sult us, we loved it.”?

“Good craic, good company,

keeps us active.”

26
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School Allotment Programme

“1 just wanted to thank you for organising what

was a brilliant two days for the children. They Loved
every minute of it as did the staff attending.

we are working on outdoor Learning across the
school and would be interested in any other
workshops you would have throughout the year.”

“Making
children aware of
the lmportance

of growing.”

“Great programme,
healthy organic
growing and
healthy food.”

“sense of achievement ana
motivation for the children
to grow veg themselves.”

65
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Moira poly tunnel

“The new poly tunnel, especially once
it has a water supply wearbg, will Let
Motira in Bloow broaden our activities
and get wmore resioents tnvolved.
we'll be able to grow foodstuffs, keep
perennial bedding going when we neeo
to Lift it from the beds and not Least,
provide somewhere for the community to
be Lnvolved whatever the weather. We're
already looking after several duke of
Edinburgh students; this will expand
to other youth and residents’ groups as
we're able to get thewm involved in year-
round poly tunnel gardening.

First on the list is creating a growing
medium. We're going to turn stony
waste ground into fertile beds by
layering up from cardboard to manure
to green muleh to compost, giving crops
a foot thick bed to grow in.”

- Local community representative

Back to Agenda

Older Gardening Programme

“tHas helped me with my mental health
and improved my gardening skills
while learning.”

“I have Learnt wood working skills
making bird boxes and window box.
t have Learnt about planting seeds,
tending and harvesting plants,

manuring the beds and care of tools. tt
was great to Learn from other gardeners.
overall the horticultural class has been

a great learning experience.”
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Statutory Indicators - self Assessment

Back to Agenda

Lisburn & Castlereagh City Council is committed to meeting and, where possible, exceeding the standards set by central government departments
through the following seven statutory performance indicators. Below are the results for 2021/22, the Council’s data for 2020/21 and 2019/20 has also
been included to show comparisons.

ED1

Statutory Indicator

The number of jobs 0
promoted through business

start-up activity.

[Business start-up activity means the delivery
of completed client led business plans under
the Department of Economy’s Regional Start
Initiative or its successor programmes.]

Annual
standard
tobe met

85 (DfE)
116 (Gfl)

Year End Results

2019/20

112

2020/21

106

2021/22

129

Explanation of 2021/22 result

Target Achieved

Northern Ireland Business Start Programme for NI launched in September 2017 as a
collaboration between all 11 Councils. Job creation targets for the programme are being
achieved nationally.

For LCCC this has resulted in 129 jobs being created in 2021/2022 versus a statutory
indicator of 85. This remains well in excess of the statutory requirement. During 2021/2022
DfE carried out a consultation on the proposed Annual Statutory Target with a revised
minimum target of 116 jobs for LCCC. In light of this, an increased Annual Target of 116 has
been built into LCCC"s Economic Development plans for 2022-2023 and will be managed
by the Economic Development Unit.

For2021/2022 the Council remains in 1st place in NI in terms of jobs promoted versus this
statutory target, this number of jobs is reflective of the council’s total business base and

number of population within the Council area who are economically active.

Forecast for 2022/2023 is 126 jobs against an unchanged statutory indicator of 85 jobs.
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Annual Year End Results
Statutory Indicator standard Explanation of 2021/22 result
to be met 2019/20 2020/21 2021/22
P1  The average processing time of @ Major 55.2 79.7 Estimated  The major category of applications represent only a small percentage
major planning applications. applications weeks weeks tobe 106.8 (approximately 2%) of the total applications processed in this Council. The
processed weeks challenge in achieving good performance consistently can depend on a number of
development within the meaning of the valid to ger:erar:ly PP ’ goocp
Planning (Development Management) decision or '
i ithd [
Regulations (Northern Ireland) 2015(a)] L ) h.rawa However the importance that the contribution that applications of a large scale
within an make to the local economy of Lisburn & Castlereagh is recognised and the Council
average of 30 continue to manage these cases proactively and processed expeditiously where
weeks. possible.

Itis recognised in a recent NIAO Audit Report that funding of the Northern Ireland
planning system needs to be reformed and put on a more sustainable model. How
performance is measured in the future is part of a wider improvement agenda and
officers from this Council are participating in an ongoing review which is being co-
ordinated by the Department of Infrastructure.

The average processing times for major applications for all Councils was reported
in the Planning Annual Framework as 52.8 and 61.4 weeks respectively for the
years 2019-20 and 2020 - 21. Performance within LCCC for the periods outlined 55.2
and79.7 weeks for the same period, which is marginally higher when compared
with the Council wide average. This is as a number of major applications decided in
this period that have been subject to Section76 planning agreements.

Good performance, relative to other councils, remains a challenge, given the
complexity of a number of major applications received in the past two years.

The Council has been actively managing this in attempting to take at least one
application to Council each month. A number of legacy major applications
moving out of the planning system has pushed out performance to approximately
106 weeks however in spite of this officers are continually focused on moving
major applications particularly where there is a demonstrable economic growth
opportunity. There are currently 21 in the system and we are committed to
bringing forward all major applications as expeditiously as possible. The planning
committee are briefed monthly on performance and we attempt to bring forward a
minimum of one major application per month.
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Annual Year End Results
Statutory Indicator standard Explanation of 2021/22 result
to be met 2019/20 2020/21 2021/22
P2  The average processing time of Local 16.6 23.8 Estimated  The average processing times for local applications for all Councils was
local planning applications. @ applications weeks weeks tobe16.2  reported in the Planning Annual Monitoring Framework as 14.0 and 17.8 weeks
processed weeks respectively for the years 2019-20 and 2020-21.
[Local applications means an application in the from date
category of local development within the meaning valid to Performance within LCCC for the periods outlined was 16.6 and 23.8 weeks for
of the Planning (Development Management) decision or the same period.
Regulations (Northern Ireland) 2015, and any other withdrawal
applications for approval or consent under the within an The Planning Annual Monitoring Framework 2020 - 21 is published without
Planning Act (Northern Ireland) 2011 (or any orders ~ average of 15 regard to COVID emergency.
or regulations made under that Act)] weeks.

The 23.8 weeks in the year 2020/21 reflects the impact of operating through a
series of lockdowns and other COVID restrictions. There is a return to normal
performance and a significant improvement in performance which is estimated
to be 16.2 weeks.

In addition performance against the statutory target for local applications
was and will continue to be impacted in the Lisburn & Castlereagh City Council
Area as a consequence of the publication and subsequent withdrawal of the
Department for Infrastructure Planning Advice Note on the Implementation of
Strategic Planning Policy on Development in the Countryside.

The Planning Advice Note was quoted in a large number of Judicial Review
challenges received that required the Council to pause issuing decisions for
single dwellings in the Countryside until more was known about the outcome
of these challenges was known. Not being complacent and to manage this
unforeseen risk additional internal resources have been realigned to assist in
reducing the backlog of decisions and assist in recovering a position of good
performance.



P3

W1

Statutory Indicator

The percentage of enforcement
cases processed within 39 weeks.

[Enforcement cases are investigations into alleged
breaches of planning control under Part 5 of the
Planning Act (Northern Ireland) 2011 (or under any
orders or regulations made under that Act). (b).]

The percentage of household waste
collected by district councils that is
sent for recycling (including waste
prepared for reuse).

@

[Household waste is as defined in Article 2 of the
Waste and Contaminated Land (Northern Ireland)
Order 1997(a) and the Controlled Waste and Duty
of Care Regulations (Northern Ireland) 2013(b)]

Annual Year End Results

standard

to be met 2019/20 2020/21 2021/22

70% of all
enforcement
cases
progressed
to target
conclusion
within 39
weeks of
receipt of
complaint.

84% 83.6% Provisional

83.9%

50%
household
recycling by
2020

50.79% 50.4%

(unverified)

49.68%
(unverified)

Back to Agenda
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Explanation of 2021/22 result

Target Achieved through another challenging year of the Covid-19 Pandemic
which again saw a high level of planning enforcement complaints being
received by the council.

Council officers continued to adapt to alternative working practices to ensure
continuity of service through the pandemic and recovery period.

Officers had to prioritise cases to ensure a high level of service was maintained
and this will continue to be the case in the near future as the unit balances
workloads in line with the agreed enforcement protocols.

LCCC has fallen short of achieving a household waste preparing for reuse, dry
recycling and composting rate, KPI of over 50%.

As referenced in the 2020/21 Performance Improvement plan the global
Covid-19 pandemic impacted waste and recycling services as well as effecting
the types and volumes of waste generated from local households. It was
anticipated that this impact would likely continue into 2021/22 which has been
the case. During these unprecedented times the focus has been on maintaining
service provision to local households.

Ongoing work on harmonisation of kerbside dry recycling collections will help
make a positive impact on household recycling rates moving forward however
implementation is not likely to be until 2023/24.

Validated 2021/2022 figures will be included in the NIEA NI Local Authority

Collected Municipal Waste Statistics annual report when published later this
year. (Approx. November 2022)
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W2

W3

Statutory Indicator

The amount (tonnage) of 0
biodegradable Local Authority

Collected Municipal Waste (BLACMW)

that is landfilled.

[Local authority collected municipal waste is as
defined in section 21 of the Waste and Emissions
Trading Act 2003(c)]

The amount (tonnage) of
Local Authority Collected

Municipal Waste arisings.

[Local authority collected municipal waste arisings
is the total amount of local authority collected
municipal waste which has been collected by a
district council]

Annual Year End Results
standard Explanation of 2021/22 result
to be met 2019/20 2020/21 2021/22
16,444 14,373 15,967 14,753 NILAS targets were set until 2019/20 so while there is no target for 2021/22 it
tonnes tonnes tonnes tonnes is the expectation that levels of BLACMW should remain within the final year
(unverified)  (unverified)  allowance.

The validated 2021/2022 figure will be included in the NIEA NI Local Authority
Collected Municipal Waste Statistics annual report when published later this
year. (Approx. November 2022)

N/A 78,905 80,846 80,299 The 2021/2022 figure is subject to final validation by NIEA/DAERA and will be
(unverified)  included in their annual statistical report when published later this year.
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Comparing LCCC performance
with other NI councils

From 2017 The Local Government Act (Northern
Ireland) 2014, Section 92 requires councils to
compare their performance, so far as reasonably
practicable, against the performance during
that and previous financial years of other
councils. Like previous year’s comparison

is limited, however we are continuing to

work in conjunction with the Department of
Communities to develop a comprehensive
benchmarking framework to provide clear and
transparent information to allow comparison
across a number of council areas.

Benchmarking is still work in progress for all

Planning Key Performance Indicators

The Northern Ireland Planning Statistics Annual
Statistical Bulletin was not published for the
2021/22 year at the time of this report being
written. However, the Northern Ireland Planning
Statistics Third Quarter Statistical Bulletin was
published by the Department for Infrastructure
on 31 March 2022. This bulletin reports on
planning activity and performance across the
planning network and allows for comparisons to
be drawn.

Based on year to date figures captured in this
bulletin [April - December 2021], LCCC is ranked
6 amongst other Councils in respect of statutory
performance for local applications. The LCCC
Planning Unit presented a slightly shorter than
average processing time for local applications

councils, as we continue to work together as a
sector to develop a model that will benefit our
ratepayers.

The following section provides a comparison of
LCCC with the other 10 NI councils performance
under the statutory KPIs. In addition to this,
comparisons have been made in two other areas
namely Absence and Prompt Payments.

It should be noted that only data available

in the public domain has been used for these
comparisons. In some cases 2020/21 is the most
up to date annual, validated data available.

[16.4 weeks] compared with the Northern
Ireland average [16.8 weeks]. When compared
with performance in that period last year, an
improvement of 8.4 weeks is noted, which is the
single largest improvement of all Councils.

With regard to Major applications, the Planning
Unit presented an average processing time

of 110 weeks compared with the Northern
Ireland average of 56.9 weeks. There has

been little opportunity to perform against the
statutory target for major applications as a
number of proposals brought forward in the
reporting period were subject to Section 76
planning agreements. There remains a focus on
processing major applications.
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Economic Development KPl comparisons 2021/2022
No. of jobs promoted through business start-up activity - KPI comparisons 19/20 vs 20/21 vs 21/22

2019-20 2020-21 2021-22
Created Created Created
Statutory Jobs Vs Jobs Vs Jobs Vs
Council Area Target Created Statutory Rank Created Statutory Rank Created Statutory Rank
UGS 80 106 133% 3 84 105% 7 97 122% 7
Newtownabbey
Ards & North Down 85 105 124% 5 101 19% 2 128 151% 2
AT LR e 165 229 139% 2 190 15% 3 233 141% 3
& Craigavon
Belfast 325 258 79% mn 210 65% 9 3M 96% mn
(CEEEEY CerRs: 125 120 96% 8 133 106% 5 154 123% 6
Glens
Derry & Strabane 140 133 95% 9 13 81% 8 143 102% 10
FEmEEEl & 170 172 101% 7 101 60% 1 186 109% 8
Omagh
LT L 85 12 132% 4 106 125% 1 129 152% 1
Castlereagh
Mid & East Antrim 85 122 144% 1 94 Mm% 4 109 128% 5
Mid Ulster 210 185 88% 10 132 63% 10 163 103% 9
NS MICUITS & 83 118% 106% 215 139%
Down
T T A R K T KR T
The table above conveys the number of jobs For 2021/2022 LCCC continues to be ranked 1st
promoted through business start-up activity in terms of jobs promoted versus this statutory
in each of the 11 Northern Ireland Councils. target, this target number of jobs is reflective of
Business start-up activity means the delivery the council’s total business base and number
of completed client led business plans under of population within the Council area who are
the Department of Economy's (DfE) Business economically active.
Start programmes. The targets are Statutory
targets set for each of the Councils by DfE In terms of overall jobs promoted from
and have been worked out based upon each 2020/2021 to 2021/2022 the overall absolute
Council’s local business base and percentage of jobs total increased across Northern Ireland

economically active population. from 1,429 to 1,868
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Waste Data KPl comparisons

Waste data for performance comparison
purposes is based on the Northern Ireland
Local Authority Collected Municipal Waste
Management Statistics Annual Report
2020/2021, published in November 2021. This
is the most up to date annual, validated data
available.

This report provides both summary and

detailed figures on the amount of local authority
collected municipal waste in Northern Ireland in
the latest reporting year.

Some key points relating to Lisburn &
Castlereagh City Council are summarised
below:-

e The Councils Local Authority Collected
municipal waste arisings increased from
78,905 tonnes in 2019/20 to 80,846 tonnes in
2020/21.

» The Councils household waste preparing for
reuse, dry recycling and composting rate was
50.4% down from 50.8% the previous year.

» The Councils waste from households
preparing for reuse, recycling and composting
rate was 49.5%, below the target of 50%.

o Overall, there was considerable variation
between household waste dry recycling rates.
Derry City & Strabane recorded the highest
dry recycling rate at 28.8 per cent, whilst
Lisburn & Castlereagh and Mid & East Antrim
recorded the lowest rate at 19.8 per cent, well
below the NI average of 23.7%.
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e The Lisburn & Castlereagh household waste
composting rate was 30.5%, a reduction from
the 31.1% recorded for 2019/20, yet still above
the NI average of 26.9%.

» The Councils household waste landfill rate of
41.4% reported for 2020/21 was the second
highest and well above the NI average of
22.4%.

o The Landfill Allowance Scheme (NI)
Regulations 2004 (as amended) placed
a statutory responsibility on councils, in
each scheme year, to landfill no more than
the quantity of biodegradable waste for
which they had allowances. The scheme
concluded at the end of the 2019/20 financial
year, however the continued monitoring of
biodegradable waste is required for existing
target commitments which specify that
it must be reduced to 35 per cent of the
total amount (by weight) of biodegradable
municipal waste produced in 1995. The
L&CCC allocation for 2019/20 was 16,444
tonnes with Council landfilling 15,967 tonnes
of Biodegradable Local Authority Collected
Municipal Waste in 2020/21.

A copy of the report can be accessed at:
www.daera-ni.gov.uk/publications/northern-

ireland-local-authority-collected-municipal-

waste-management-statistics-2020




Comparison of Absence Figures

At the time of writing this report, the Department
for Communities (DfC) advised that the absence
information was not available to allow the
inclusion of comparison with other Northern
Ireland councils in this assessment report.
Instead a year on year comparison of the
Council’s own absence has been analysed and
has been included.

There has been an increase of 2.45 days’
absence per employee, from 11.15 days in the

Yearly Absence Trend
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period 2020-2021 to 13.60 days in the period
2021-2022.

(This figure is similar to our 2019-2020 figures of
13.90 days per person

The Council maintains a strategic approach

to absence management using proactive,
preventative strategies and interventions. It
continuously reviewing its approach to absence
management and adopting new methods

Days Lost Per Employee

18
16
14
12

10
16.71

13.35 13.9

o N B~ O

2017-20182 018-2019 2019-20202

13.6
111 10.63

020-2021 2021-20222 021-2022
(Ex. COVID)

N.B. 2020-2021 had a number of staff furloughed due to COVID, this figure may therefore not be

reflective of a usual employment year.

If COVID-related absence is removed from the 21/22 figures, then the average non-COVID days lost per

employee is 10.63.
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Northern Ireland Audit Office - Local Government Audit Report

December 2021

Whilst there are no Absence figures yet
published for 2021-2022 the NIAO advised in
their Audit report of 21 December 2021 the
following:

Absenteeism Sickness absence levels remained
consistently high, with an average of over 14
days lost per employee. Absence rates rose
from 13.9 days per employee in 2018-19, to 14.2
days in 2019-20. LCCC were below this average
with 13.9 days per employee. Mid and East

Health & Wellbeing

The Council was accredited with the Investors
in People Health and Wellbeing Award in
December 2019 and was the first Council

in Northern Ireland to achieve this award
demonstrating our commitment to staff
health and wellbeing over recent years and
understanding and addressing the root causes
of absence.

We have established a number of working
groups internally and externally which aim to
obtain perspectives about sickness absence in
the Council and to elicit ideas and suggestions
on how the Council can increase attendance
levels. We have implemented workplace
health programmes and policies to create a
supportive culture and physical environment
that encourages healthy lifestyles together with
introduction of nominated health champions
across the organisation.

A range of Health and Wellbeing activities

were held in 2021-2022. We have therefore
focused on Health and Wellbeing initiatives that
employees could take part in remotely such as

Antrim Council recorded the lowest number of
days lost at 10.6 days (14.05 days in 2018-19),
while Armagh City, Banbridge and Craigavon
Council recorded the highest rate at 18.3 days
(16.7 days in 2018-19). In five councils, absence
levels have reduced since the previous year,
while they have increased in the other six. The
Local Government Auditor said that during the
2020-21 year, sickness absence levels improved
considerably as staff worked from home

Mindfulness, How to build Emotional resilience
and How to combat stress and anxiety.

Health and Wellbeing bulletins have been issued
to employees throughout Covid providing
advice on topics such as Managing stress, Home
workouts, Support Services for Employees and
general advice on Working from home.

There have been a number of Health and
Wellbeing activities which are being utilised to
support employees in the workplace on a daily,
weekly or monthly basis.

Examples of these are:

o Development of a Health & Wellbeing
Strategy and Action Plan.

o 28 employees are Mental Health First Aiders.
The Mental Health First Aiders provide first
aid support for employees experiencing
mental health problems at work. These
employees have also been trained to
recognise signs and symptoms of mental ill



health and respond appropriately. Network
meetings are being held with the First Aiders
on a quarterly basis to enable the first aiders
to support each other and generate ideas

to support employees experiencing mental
health issues.

e The HR&OD Unit is working to ensure
all information and support relating to
managing mental health concerns are
available and accessible to managers and
employees through a variety of methods such
as the Learning Management System.

» To continue to promote Health and Wellbeing
on national campaign days such as World

USEL

Whilst The Council continues to work in
partnership with USEL a government based
organisation who can assist employers with
absence relating to physical impairment or
mental health issues. They offer services such
as Physiotherapy and Counselling at no cost to
the Council.

The Employment Services Officer keeps in
regular contact with employees (normally bi-
weekly).

Absence Reporting

Absence management reports are provided to
Corporate Services Committee on a monthly
basis and a more detailed report is provided
to the same Committee on a quarterly basis
and during COVID-19 we continued to monitor
absence on a daily basis.

As an Investor in People organisation we are
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Mental Health Day through activities and
briefings.

o Action Cancer Big Bus came to 2 of our
Council sites and provided Breast Screenings
and 11 x MOT health checks to our employees

» Development of a Menopause At Work
policy along with Advisory sessions for all
employees and training for Line Managers

e Online Sessions with the Council’s
Counselling provider in relation to help
employees adjust to hybrid working.

Currently there are a number of employees

on both the Workable (NI) Programme and
Condition Management Programme with USEL.
Employees must be at work or coming back

to the workplace to avail of the programme.

All employees have been referred to various
programmes and are receiving support and
assistance.

always striving to develop our staff, provide the
necessary support and training as these are
key to high staff morale and therefore efficient
service delivery. Investors in People provides

a framework for the Council to use in planning,
implementing and reviewing the steps we take
to improve the performance of our people
through better health and wellbeing.
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Comparison of Prompt Payment Information
Data summarising DfC Quarterly Prompt Payment Reports

Back to Agenda

Source: Unaudited data from Department for Communities quarterly publications
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Comparison of LCCC ‘prompt payment’ performance with NI Councils

The table on previous page shows prompt payment performance statistics for all Councils in

Northern Ireland over the past 7 years.

Comparing Lisburn & Castlereagh City Council with the other councils, the following table details how
LCCC ranks compared to the other 10 Northern Ireland councils:

Payment Made 15/16 16/17
Within 10 Days 5th 6th
Within 30 Days 4th 6th
Outside 30 Days 9th 4th
Invoices Paid 32,260 35,994
Total Invoices Paid by Councils 282,310 300,817
% Paid by LCCC 1% 12%

A caveat of the information above is that,
there may be inconsistencies in the way data
is collated within individual Councils therefore
direct comparison may not be meaningful.

The Finance Team have been working
consistently to improve on the Councils
Prompt Payment’s through developing internal
processes, systems, procedures, setting up a
working/user group across the Council along
with publishing revised and update Council
procedures/user notes on the internal intranet.

In January 2022 the Finance Team began the
most challenging task to date, undertaking the
design and implementation of a new finance
software package. The design stage of the
Council’s new finance software package “Ci
Anywhere” is on target and the forecast is for go
live in November 2022. Key officers across the
Council have been brought on board the project
from the design stage when reviewing the CDD -
Configuration Design Document.

38,989

302,996

17/18 18/19 19/20 20/21 21/22
3rd 6th 6th 6th 5th
5th 6th 5th 7th 8th
4th 6th 5th 7th 8th

25,267 21,458 13,813 17,497
310,752 311,520 227,877 289,572
13% 8% 7% 6% 6%

The Council has employed a project lead who
has been working closely with the software
provider Technology One, to ensure that the
review of CDD’s across the variance modules
of the software package which will enable
Technology One to build a finance software
package to the Council’s specification.

The new finance software package will introduce
new technology to the Finance Team in the
processing and payment of invoices, paper
based processing will be minimised, there will
be system integration with source documents
e.g. invoices, improved integration of purchase
orders and new streamlined work processes.
The introduction of the new finance software
package to the Council will aim to achieve
improved prompt payment performance once
fully integrated and operational.
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Self-assessment of
Self-Imposed Indicators

The Council had 73 internal KPI’s during 2021/2022 to monitor and track operational performance
across all functional areas. These internal KPIs were categorised into 12 Performance Improvement
and 61 Service KPIs. Collectively these are referred to as ‘self-imposed’ indicators.

(Details of these can be found in and )
Ability to Measure KPI n n 100%
Inability to Measure KPI 1 n/a n/a

Eleven Performance Improvement KPIs were based on measurement in year, all were achieved. Below
are some highlights of these achievements:

1. The customer care complaints handling 4. We received 62 applications for the
procedure was reviewed and reduced Participatory Budgeting Initiative, this
to a two stage process with stipulated exceeded our target of 60 applications per
timescales at each stage which has annum.
improved timeliness of response. This was
completed in advance of NIPSO (NI Public 5. We made 48 awards within the Participatory
Services Ombudsman) publishing their Budgeting Initiative, this exceeded our
Model Complaints Handling Process. target of 45 awards per annum.

2. The reviewed customer care complaints 6. 11 horticultural projects were delivered
handling procedure was implemented during 2021/22. This exceeded the target of
during 2021/22 10 projects set for the year.

3. 8services within the Environmental Services 7. 5 poly-tunnels were purchased and
Directorate, were made available online delivered to community groups during
during 21/22. 2021/22. This exceeded the target of 4 set

for the year.

43



44

8. 28 CSAW programmes were delivered during
2021/22. 26 were live in person programmes
and 2 were delivered on zoom. This
exceeded the target of 20 set for the year.

9. There were 607 participants on the CSAW
programmes during 2021/22 this far
exceeded the target set of 400 per annum.

The final Performance KPI which could not be
measured was set at the beginning of 2021/22
in order to build upon the success of the Vitality
programme by supplementing the range of
activities available to members with a targeted
virtual programme.

At the start of quarter 2, with more and more
sports facilities reopening post Covid, there was
a greater appetite from Vitality customers to
attend ‘in person’ classes and the uptake in the
virtual programme had diminished. The service
re-evaluated the virtual programme offering
and decided to focus more on the ‘in-person’
classes.

Sports Services continued to offer Vitality
members an extensive timetable of classes,
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10. Atthe end of 2021/22 there were 11,910
Vitality members this far exceeded the
target set of 4000 Vitality members per year.

11. Annual footfall of all leisure facilities was
986,198 and this means that the annual
target was exceeded by 136,198.

gym sessions and activities. The total number
of classes increased to 1,769 during Quarter 4,
which is a rise of 126 classes from the previous
quarter. Class attendance also substantially
increased to 25,400 (increase of 5,729), which
highlights the growing demand and confidence
for ‘in person’ classes.

The number of classes delivered far exceeded
the KPI target of virtual classes but customer
demand necessitated the classes were delivered
in person.

provides a detailed breakdown
of how the Council performed against each
performance improvement KPI which was
analysed either on a quarterly basis or at the
end of the financial year.
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Ability to Measure KPI 52 33 63%
Inability to Measure KPI 9 n/a n/a
The service KPIs covered a range of metrics completed until November 2022. Due to planned
measuring costs, occupancy levels, customer transition to the new Absence Management
satisfaction through to absence levels across System, it was not possible to measure some
every unit in the Council. operational KPIs relating to absence at the end
of 2021/22.
The Council achieved 33 of the 52 KPI’s that
were able to be measured during 2021/2022, this There were notable improvements during
equates to 63%. 2021/2022 in areas such as response times to
Health and Safety requests, the target was
Nine service KPIs could not be measured for a achieved for most of the past two years and
number of reasons. Waste management and this is especially commendable as the Council
recycling information was unavailable at the had enacted the emergency plan due to the
time of this report being published because pandemic and Health & Safety team were

official verification of this data will not be reacting to this. See trend chart below.
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There were also improvements in areas of past two years as it reflects how the museum
customer satisfaction in relation to facilities adapted during the pandemic to offer virtual
such as the Irish Linen Centre Lisburn Museum. access to their services. See trend chart below.

This is an excellent achievement over the

The Building Control Service is committed to and non-domestic full plans assessment
continual improvement of the service. The over the past two years. Ongoing work within
charts below and overleaf show the significant the unit to improve this area has resulted in

improvements made in the areas of domestic improvements in both these KPIs.



In the case of the prompt payments

(shown below) there had been a significant
improvement up until 2021. Performance in this
area declined during 2022 and achievement of
the targets will continue to be challenging until

Back to Agenda

the implementation of a new finance system.
The new system is currently at design stage.
This will significantly improve our performance
in this area
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Trends captured on service KPIs within the
Planning Unit highlighted performance
improving during 2021/22. In 2019/20 the
number of weeks taken to process major
applications were at their highest levels and
were far outside the statutory targets. In
2021/22 the number of weeks taken to process
major applications has reduced albeit the
figures remain outside the statutory target. This

The number of weeks taken to process local
applications has reduced considerably and for
the first time since 2016 this KPI was within the
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KPI has not been met since the transfer of the
Planning function from Central Government to
the Council in 2015, due to the number of legacy
cases from the Department of the Environment.
Additional resources have been introduced

to close out the balance of the legacy major
applications. This will significantly improve our
performance in this area. See trend chart below.

statutory target at the end of Q4 in 2021/22.
See trend chart overleaf.
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provides a detailed breakdown of how the Council performed against each service KPI,
including explanatory notes where necessary.

The KPIs were analysed on a quarterly basis (where possible).
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Feedback and Review

Back to Agenda

If you would like further information or if you wish to get in touch,
please do so by one of the following methods:

Website:
www.lisburncastlereagh.gov.uk/performance-improvement

Telephone:
Performance Improvement Officer on 028 9244 7559

Email:
performance@lisburncastlereagh.gov.uk

Write to us:

Performance Improvement Officer,
Chief Executive's Office,

Lisburn & Castlereagh City Council,
Civic Headquarters,

Lagan Valley Island,

Lisburn,

BT27 4RL
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Executive Summary

V) V) v

We improved our
citizen engagement
methods and simplified
processes for
contacting the council

We increased
participation in Council
led activities, to maintain
and improve physical
and mental health and
wellbeing for our citizens

We achieved all of our
Performance KPIs

V)

We achieved our statutory targets for:

« The number of jobs promoted through business start-up activity
« The percentage of planning enforcement cases processed within 39 weeks

« The amount (tonnage) of biodegradable Local Authority Collected Municipal
Waste that is landfilled

« The amount (tonnage) of Local Authority Collected Municipal Waste arisings

IN PROGRESS

« Some service KPIs (including those that could not be accurately
measured during 2021/22 as a result of technical issues)

Statutory targets for:

« The average processing time of major planning applications
« The average processing time of local planning applications

« The percentage of household waste collected by district councils
that is sent for recycling (including waste prepared for reuse)



Introduction

This summary document presents the results of the
Council’s self-assessment in discharging its general duty
under Part 12 of the Local Government Act (Northern
Ireland) 2014 in relation to performance improvement
arrangements. It sets out an assessment of the Council’s
performance against the following requirements:

+ Performance improvement objectives
set out in the 2021/2022 Performance
Improvement Plan;

« Statutory performance improvement

indicators and standards for the functions

of Economic Development, Planning and

Waste for 2021/2022, including comparison

with the previous two years; and

+ Performance information on self-imposed

indicators and standards collected during
2021-2022.

The publication of this information fulfils
in part the Council’s statutory requirement
under Part 12, Section 92 of the Act.

Back to Agenda



Performance
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Improvement Objectives

Objective 1:

We will improve our
citizen engagement
methods and

simplify processes for
contacting the council.

Aims:

o To deliver excellent and easily accessible
public services, improve customer service
and satisfaction;

» To improve efficiency and effectiveness of
public service delivery, offering ratepayers
better value for money;

» To provide improved insight and
management reporting, supporting better
and more informed decision-making;

» To embrace the use of digital technology to
improve efficiency and increase customer
access to services;

« To deliver a high performing Council
through digital transformation.



CASE STUDIES
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What difference did we make?

Highlights included:

Environmental Services

Customers who have engaged with the
Environmental Services Directorate in an
online capacity have reported many benefits,
including the ability to conveniently submit
Building Notice, Regularisation and Property
Certificate Applications as well the ability to
book site inspections online within Building
Control. Year-end figures show that up to
80% of Regularisation applications and 75%
of Building Notice applications are now made
online. Online Property Certificate applications
from conveyancing solicitors is around 50%.

Previous frustrations expressed around not
being able to report a noise complaint and
nuisance when it was ongoing, have been
addressed.

Funeral Directors have also welcomed the
benefits of being able to make the necessary
arrangements for funerals at times which
traditionally could only be made during office
working hours. All of these customers have
been able to access these services in a quick,
efficient and easy to use manner on a 24/7 basis.



Much of the interaction through the Council’s
website is customers seeking information in
relation to their bin collections and access to
the household recycling sites. There has been
significant uplift in website traffic growing from
27% of total traffic associated to waste related
queries to 60% in December 2021.

In addition, customers have indicated that using
the services online have been of particular
benefit to those who do not have access to
transport to come into the Council Offices and
also during the travel restrictions imposed as a

“It’s very conventent. Would
be great if other things could

be added, example appLgiwg
for birth certificates,

marriage Licence etc.”

“As someone who is not
tech savvy, t found this
simple to navigate.”

“t had recent contact with the
building control department
with a tbme sensitive Lssue,

{ spoke to administration
staff. At a stressful time
they were amazing help and
fantastic at their jobs.”
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result of the COVID-19 Pandemic, the ability to
be able to avail of services and communicate
with the various service units within the
Environmental Services Directorate through
online services was particularly beneficial
during the lockdown period.

As more online services were made available
within the directorate during the 2021/22
financial year it is intended to carry out online
surveys during 2022/23 to capture further
feedback and testimonials.

“As a funeral director |
am now able to secure an
interment time outside
the traditional office

working hours.”

“Found it very easy
to navigate and to

complete tra nsaction.”

“A very efficient service.

 was very pleased thank 5014.”
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Communities Outcomes

In 2021/22 the Participatory Budgeting Initiative was launched in Castlereagh East and Castlereagh
South. Due to the public health guidance in place in April 2021 it was agreed that these two schemes
would be delivered in an entirely on-line format. A total of 39 applications were received - 23
applications from Castlereagh East and 16 from Castlereagh South. Following the online voting process
which generated 1877 votes (934 from Castlereagh East and 943 from Castlereagh South) funding was
awarded to 16 projects in each DEA generating an investment of £15,000 in each district.

Below are some examples of feedback from beneficiaries.

Carryduff Primary School Newtownbreda Women'’s Institute

“we were delighted to be awarded
the £1000 grant for our Great Egg-
Spectations project.

We recently received a chicken
coop, three gorgeous hews and all
the equipment necessary to Look

after them. ALL with the tntention of
extending our nurture ano well-being
curriculum. The hews have proved a
big hit with both pupils and staff. The
pupils have even been getting their
hands dirty with mucking out.

With the constraints of money within
schools, this project would wever have

“A big Thank You to Lisburn §
Castlereagh City Council for their
Grand Cholce grant to Newtownbreda
women's tnstitute. Our first session
of the season was ow the 2nd Friday in
October 2021 with guest speaker Carol
Awnn Creagh who told us of her many
walks on The Camino.

without the funding from Lcce
we would have been unable to book
the programwme we have been able to.
Funding enables us to book speakers,
pay for the rental of the hall we use and
plan for the year ahead.”

been possible without this grant. we are
so appreciative being able to provide this
opportunity for our wonoderful pupils.”
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Dreamscheme

A community showcase event for the Grand
Choice participatory budgeting initiative for
Downshire West was held in quarter four in

St John’s Parish Centre, Moira. Around 800
people attended on the day to learn about the
23 projects competing for funding and to vote
for their top ten initiatives. A total of 725 voting
cards were submitted which resulted in 16
projects being funded generating an investment
of £15,744 in the Downshire West DEA.

Proms in the Car Park

A Proms in the Car Park event was held in car
park of Hillsborough Presbyterian Church.
Music was provided by a variety of performers
including Downshire Primary School and locally
known soloists and musicians. The musical
extravaganza attracted 280 adults and 50
children. Face painting and balloon modelling
was provided and each child was given a goodie
bag with confectionary and juice.

Back to Agenda

“The qrand Choice grant from Lisburn §
castlereagh City Council has beew really valuable
to Dreamscheme and has enabled us to provide
a weekly safe space for Local young people on
Mowday afternoons. The space is currently
benefiting a group of Young people aged 11 to
16, providing them with regular opportunities to
conmnect with peers and to improve their emotional
and mental wellbeing through participating in a
programme of activities based on the Take 5 Steps
to wellbeltng: Connect, Be Active, Take Notice,
Keep Learning and Give!

So far we have been able to use the funding

to lnvest in new sofas for our Youth centre.
Funding is also being used for sports and games

equipment, Christmas commuwifcg service

materials and snacks for weekly sesstons.”

Everyone in the local Hillsborough Village area
was invited to attend with special invitation
to young adults with learning difficulties. This
was the first opportunity since COVID that the
Church was able to engage with these young
adults.

Positive feedback has been received from many
attendees saying how much they enjoyed the
event and how it had really lifted their spirits.
There was great participation from the audience.

It is hoped that this event will now become a
regular occurrence in the Church’s calendar.

Further participatory budgeting initiatives

are planned to take place in the 2022/23
financial year. The proposed timetable for the
community showcase events are as follows:

+ Lisburn South - September 2022
+ Downshire East - November 2022
+ Lisburn North - February 2023
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Performance

Back to Agenda

Improvement Objectives

Objective 2:

We will increase
participation in
Council led activities
that seek to maintain
and improve physical
and mental health
and wellbeing for our
citizens.

Aims:

 To contribute to the achievement of the
outcome of our Community Plan that we live
healthy, fulfilling and long lives

« To deliver an attractive range of programmes
to encourage people of all ages and abilities
to participate in and enjoy regular physical
activity, sustaining good physical and mental
health

» To provide safe, accessible leisure and sports
facilities, endorsing pathways to sports for all

« To deliver high quality, cost effective services
that meet people’s needs making use of
new approaches to continual improvement,
innovation and performance management

e To ensure that:

Children and young people are physically
active and enjoy good mental health

- 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 and connected

- People of all ages are more physically
active more often.



CASE STUDIES

Back to Agenda

What difference did we make?

Highlights:

Sports Services

Our Council facilities continued to offer Vitality
members an extensive timetable of classes, gym
sessions and activities.

The total number of classes increased to 1,869
by the end of the year, which is a rise of 1503
classes from the start of the year when facilities
re-opended. Class attendance also dramatically
increased to 25,400 (increase of 5,729 from the
start of the year), which highlights the growing
demand and confidence for classes by the end
of 2021/22.

Vitality membership also continued to increase
throughout the year, to 11,910 on 28 March 2022,
returning to pre-pandemic levels.

The Vitality membership was also expanded
with the development of the new Vitality Plus
package, which was promoted to new and
existing members in March 2022. The package
includes all the benefits of membership as well
as golf membership at either Castlereagh Hills
Golf Course or Aberdelghy Golf Course.
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Vitality Plus members can now also benefit
from:

« Unlimited golf 7 days per week
« Complimentary golf club hire
» Weekly golf lessons for children
» Monthly golf lessons for adults
« Golf competitions for children

» Golf Ireland Registration for children

The use of the Vitality App for online bookings
also continued to grow reaching 23,003 App
downloads by the end of the year, which is an
increase of 31.4% from the start of the year.

Back to Agenda

Some of the new classes introduced during
2021/22:

Mamafit

o Family Fun Sessions

e HITT & Core

» Basketball

« Fitness Classes

« Creative Learning Sessions
 Line Dancing

« Aquafit

e Women’s Classes - includes Women’s Self-
Defence and Women'’s Kick-Boxercise

» Squats & Tots

« Billy Neill - Kettlebells and Bootcamp classes
o Senior Multi-Sports

» Healthwise Scheme

» Walking Group

» Post Exercise Referral Scheme

» Cardiac Rehab



Class Feedback

Back to Agenda

Throughout the year class feedback was received through an on-line survey promoted on social media
and via the Vitality App. The feedback was used to shape future timetables.

“Being able to leave my cancer at the door

for a short while and feel Less useless as a

member of society.”

“it’s fantastic to see Vitality/LCCC offering
this kind of class, tnvesting in women’s
personal safety and self-confidence. Especially
bn Light of recent tragic events it’s great to see
vitality Living up to its promise of a ‘Lifestyle
membership’ offering something more thaw a
standard gywm and prioritising giving women
something to help them feel safe and secure in a

world that Ls Lwareasingg wnot so0.”?

“Lough Moss is run fantastically by
wonderful staff, especially the instructors. It's
fun and friendly and the instructors know
their stuff and are so helpful. The classes and
the gyw are a Lifeline to me. It feels like a
family to wme. Classes in the mornings and
evenings seem to be well attended and the
imstructors are very popular. Please don't ruin
our wonderful leisure centre by changing
things. If it’s not broke it doesn't need fixing.”

Vitality Feedback

“Having never did Pilates before this class is a
great place to Learn all the positions § exercise.
Jaywe the instructor is excellent and really puts
You at ease if You are new to the class. The class
progresses to give you easier § harder options
for each wove so that all ages are catered for.
There is a range of ages that regularly attend
and the room is large enough to safely space out
but could do with being a bit cooler (as you do
actu,aLLg work up a sweat!!).”

“cindy’s infectious enthusiasm, her guidance

and humour makes this class accessible to the
non-kettle bells "pro' Like me. | attended a kettle
bells class some years ago and found it far too
advanced and competitive so really welcome
this class as the atmosphere Ls much wore
welcoming. The workout while challenging
is doable anad t am seeing | can now cope with
heavier welghts since starting this class. A

bonus for me wmost of my class are women.”

The following feedback was received on social media in relation to the Vitality Membership package.

“Not gonna Lie, probably the
best thing 've donell What
would usually cost me a
fortune Ls wow completely
doable. 'wm a mowm of 4
children and its benefitted

them massi\/el,g.”

“it’s an absolutely amazing
package for the family. we
use ours so mueh, 'm aLwagjs
worried we will get banned

for overuse.”

“qreat Lelsure centre - Lee
skating rink ts well taken
cave of, friendly staff
very efficient at their jobs,
relaxed atwmosphere, good
vibes and fun for the whole
family. Recommended.”

15
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Parks & Amenities

In 2021/22 we focused on improving the physical, mental and emotional wellbeing of our citizens
through a number of programmes to develop their horticultural skills and helping them understand
the benefits of healthy eating.

One project saw thousands of plants and compost handed out to 36 community groups and five
poly-tunnels were purchased and delivered to community groups in Stoneyford, Maghaberry, Moira,

Derriaghy and Ballymacash.

The following are just some of the highlights and customer testimonials.

Live Life Wellbeing Group Hillsborough Walking Group
Horticulture Project

“Interactive
with people the
same age.”

“Something to Look

“we are so blessed to have forward to and get well
been able to take part tn the wpdated about other
gardening programme. programmes from C-SAW
The tutors are stars. and get tnvolved in more,
we love wednesdays! as a result.”

Bverything was tailored to

sult us, we loved it.”?

“Good craic, good company,

keeps us active.”

17
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School Allotment Programme

“1 just wanted to thank you for organising what

was a brilliant two days for the children. They Loved
every minute of it as did the staff attending.

we are working on outdoor Learning across the
school and would be interested in any other
workshops you would have throughout the year.”

“Making
children aware of
the lmportance

of growing.”

“Great programme,
healthy organic
growing and
healthy food.”

“sense of achievement ana
motivation for the children
to grow veg themselves.”
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Moira poly tunnel Older Gardening Programme

“The new poly tunnel, especially once
it has a water supply wearbg, will Let
Motra in Bloowm broaden owr activities
and get wmore resioents tnvolved.
we'll be able to grow foodstuffs, keep
perennial bedding going when we neeo
to Lift it from the beds and not Least,
provide somewhere for the community to
be Lnvolved whatever the weather. We're
already looking after several duke of
Edinburgh students; this will expand
to other youth and residents’ groups as
we're able to get thewm involved in year-
round poly tunnel gardening.

FLrst on the List Ls creating a growin ,
i ) 949 9 “tHtas helped me with my mental health
medium. We're ool to turn sto p 2 p
“ g "9 ) v stong and tmproved my gardening skills
waste ground into fertile beds by

) while Learning.”
layering up from cardboard to manure

to green muleh to compost, giving crops
a foot thick bed to grow in.”

“I have Learnt wood working skills
making bird boxes and window box.
t have Learnt about planting seeds,

- Local community representative

tending and harvesting plants,

manuring the beds and care of tools. It
was great to Learn from other gardeners.
overall the horticultural class has been

a great learning experience.”

19
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Statutory Indicators -

Self Assessment

Back to Agenda

LT
standard
to be met

Statutory Indicator

85 (DfE)
116 (Gf)

ED1  The number of jobs promoted

through business start-up activity.

[Business start-up activity means the delivery of
completed client led business plans under the

Department of Economy’s Regional Start Initiative
or its successor programmes.]

2019/20

112

Year End Results

2020/21

106

2021/22

129

Explanation of 2021/22 result

Target Achieved

Northern Ireland Business Start Programme for NI launched in September
2017 as a collaboration between all 11 Councils. Job creation targets for the
programme are being achieved nationally.

For LCCC this has resulted in 129 jobs being created in 2021/2022 versus

a statutory indicator of 85. This remains well in excess of the statutory
requirement. During 2021/2022 DfE carried out a consultation on the proposed
Annual Statutory Target with a revised minimum target of 116 jobs for LCCC.

In light of this, an increased Annual Target of 116 has been built into LCCC's
Economic Development plans for 2022-2023 and will be managed by the
Economic Development Unit.

For2021/2022 the Council remains in 1st place in NI in terms of jobs promoted
versus this statutory target, this number of jobs is reflective of the council’s
total business base and number of population within the Council area who are
economically active.

Forecast for 2022/2023 is 126 jobs against an unchanged statutory indicator of
85 jobs.
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Annual Year End Results
Statutory Indicator standard Explanation of 2021/22 result
to be met 2019/20 2020/21 2021/22
P1  The average processing time of @ Major 55.2 79.7 Estimated  The major category of applications represent only a small percentage
major planning applications. applications weeks weeks tobe 106.8 (approximately 2%) of the total applications processed in this Council. The
processed weeks challenge in achieving good performance consistently can depend on a number of
development within the meaning of the valid to ger:erar:ly PP ’ goocp
Planning (Development Management) decision or '
i ithd [
Regulations (Northern Ireland) 2015(a)] L ) h.rawa However the importance that the contribution that applications of a large scale
within an make to the local economy of Lisburn & Castlereagh is recognised and the Council
average of 30 continue to manage these cases proactively and processed expeditiously where
weeks. possible.

Itis recognised in a recent NIAO Audit Report that funding of the Northern Ireland
planning system needs to be reformed and put on a more sustainable model. How
performance is measured in the future is part of a wider improvement agenda and
officers from this Council are participating in an ongoing review which is being co-
ordinated by the Department of Infrastructure.

The average processing times for major applications for all Councils was reported
in the Planning Annual Framework as 52.8 and 61.4 weeks respectively for the
years 2019-20 and 2020 - 21. Performance within LCCC for the periods outlined 55.2
and79.7 weeks for the same period, which is marginally higher when compared
with the Council wide average. This is as a number of major applications decided in
this period that have been subject to Section76 planning agreements.

Good performance, relative to other councils, remains a challenge, given the
complexity of a number of major applications received in the past two years.

The Council has been actively managing this in attempting to take at least one
application to Council each month. A number of legacy major applications
moving out of the planning system has pushed out performance to approximately
106 weeks however in spite of this officers are continually focused on moving
major applications particularly where there is a demonstrable economic growth
opportunity. There are currently 21 in the system and we are committed to
bringing forward all major applications as expeditiously as possible. The planning
committee are briefed monthly on performance and we attempt to bring forward a
minimum of one major application per month.
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Annual Year End Results
Statutory Indicator standard Explanation of 2021/22 result
to be met 2019/20 2020/21 2021/22
P2  The average processing time of Local 16.6 23.8 Estimated  The average processing times for local applications for all Councils was
local planning applications. @ applications weeks weeks tobe16.2  reported in the Planning Annual Monitoring Framework as 14.0 and 17.8 weeks
processed weeks respectively for the years 2019-20 and 2020-21.
[Local applications means an application in the from date
category of local development within the meaning valid to Performance within LCCC for the periods outlined was 16.6 and 23.8 weeks for
of the Planning (Development Management) decision or the same period.
Regulations (Northern Ireland) 2015, and any other withdrawal
applications for approval or consent under the within an The Planning Annual Monitoring Framework 2020 - 21 is published without
Planning Act (Northern Ireland) 2011 (or any orders ~ average of 15 regard to COVID emergency.
or regulations made under that Act)] weeks.

The 23.8 weeks in the year 2020/21 reflects the impact of operating through a
series of lockdowns and other COVID restrictions. There is a return to normal
performance and a significant improvement in performance which is estimated
to be 16.2 weeks.

In addition performance against the statutory target for local applications
was and will continue to be impacted in the Lisburn & Castlereagh City Council
Area as a consequence of the publication and subsequent withdrawal of the
Department for Infrastructure Planning Advice Note on the Implementation of
Strategic Planning Policy on Development in the Countryside.

The Planning Advice Note was quoted in a large number of Judicial Review
challenges received that required the Council to pause issuing decisions for
single dwellings in the Countryside until more was known about the outcome
of these challenges was known. Not being complacent and to manage this
unforeseen risk additional internal resources have been realigned to assist in
reducing the backlog of decisions and assist in recovering a position of good
performance.



P3

W1

Statutory Indicator

The percentage of enforcement
cases processed within 39 weeks.

[Enforcement cases are investigations into alleged
breaches of planning control under Part 5 of the
Planning Act (Northern Ireland) 2011 (or under any
orders or regulations made under that Act). (b).]

The percentage of household waste
collected by district councils that is
sent for recycling (including waste
prepared for reuse).

@

[Household waste is as defined in Article 2 of the
Waste and Contaminated Land (Northern Ireland)
Order 1997(a) and the Controlled Waste and Duty
of Care Regulations (Northern Ireland) 2013(b)]

Annual Year End Results

standard

to be met 2019/20 2020/21 2021/22

70% of all
enforcement
cases
progressed
to target
conclusion
within 39
weeks of
receipt of
complaint.

84% 83.6% Provisional

83.9%

50%
household
recycling by
2020

50.79% 50.4%

(unverified)

49.68%
(unverified)

Back to Agenda
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Explanation of 2021/22 result

Target Achieved through another challenging year of the Covid-19 Pandemic
which again saw a high level of planning enforcement complaints being
received by the council.

Council officers continued to adapt to alternative working practices to ensure
continuity of service through the pandemic and recovery period.

Officers had to prioritise cases to ensure a high level of service was maintained
and this will continue to be the case in the near future as the unit balances
workloads in line with the agreed enforcement protocols.

LCCC has fallen short of achieving a household waste preparing for reuse, dry
recycling and composting rate, KPI of over 50%.

As referenced in the 2020/21 Performance Improvement plan the global
Covid-19 pandemic impacted waste and recycling services as well as effecting
the types and volumes of waste generated from local households. It was
anticipated that this impact would likely continue into 2021/22 which has been
the case. During these unprecedented times the focus has been on maintaining
service provision to local households.

Ongoing work on harmonisation of kerbside dry recycling collections will help
make a positive impact on household recycling rates moving forward however
implementation is not likely to be until 2023/24.

Validated 2021/2022 figures will be included in the NIEA NI Local Authority

Collected Municipal Waste Statistics annual report when published later this
year. (Approx. November 2022)
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W2

W3

Statutory Indicator

The amount (tonnage) of 0
biodegradable Local Authority

Collected Municipal Waste (BLACMW)

that is landfilled.

[Local authority collected municipal waste is as
defined in section 21 of the Waste and Emissions
Trading Act 2003(c)]

The amount (tonnage) of
Local Authority Collected

Municipal Waste arisings.

[Local authority collected municipal waste arisings
is the total amount of local authority collected
municipal waste which has been collected by a
district council]

Annual Year End Results
standard Explanation of 2021/22 result
to be met 2019/20 2020/21 2021/22
16,444 14,373 15,967 14,753 NILAS targets were set until 2019/20 so while there is no target for 2021/22 it
tonnes tonnes tonnes tonnes is the expectation that levels of BLACMW should remain within the final year
(unverified)  (unverified)  allowance.

The validated 2021/2022 figure will be included in the NIEA NI Local Authority
Collected Municipal Waste Statistics annual report when published later this
year. (Approx. November 2022)

N/A 78,905 80,846 80,299 The 2021/2022 figure is subject to final validation by NIEA/DAERA and will be
(unverified)  included in their annual statistical report when published later this year.
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Feedback and Review

Back to Agenda

If you would like further information or if you wish to get in touch,
please do so by one of the following methods:

Website:
www.lisburncastlereagh.gov.uk/performance-improvement

Telephone:
Performance Improvement Officer on 028 9244 7559

Email:
performance@lisburncastlereagh.gov.uk

Write to us:

Performance Improvement Officer,
Chief Executive's Office,

Lisburn & Castlereagh City Council,
Civic Headquarters,

Lagan Valley Island,

Lisburn,

BT27 4RL
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LCCC

Lisburn &
Castlereagh
City Council

Governance & Audit Committee

8th September 2022

Report from:

Risk Officer

Item for Noting

TITLE: Corporate Risk Register

Background and Key Issues:

1. This report represents the quarterly review of the Corporate Risk Register, which has been
updated by Heads of Service and considered and agreed by CMT.

2. The Council’s risks continue to be monitored and managed, with 4 risks remaining high:

e CRR 5 Data Sharing — risk remains significant until completion of cyber security training for all
staff and members and upgrade of current IT systems.

e CRR 6 IT/Cyber Security — due to increased cyber security threat actors including the current
Ukraine / Russia war.

e CRR 7 Financial Sustainability — due to current market conditions/inflationary pressures.

e CRR 10 Landfill Disposal Capacity - Awaiting new contractual arrangements for alternative
waste treatment options.

3. Members will recall that CRR 4 Capital Programme was due to be presented at September’s
Committee at the same time as the presentation of the Internal Audit report on the Capital
Programme. This has now been postponed to December along with CRR 7 Financial Sustainability.
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Recommendation:

1. Itis recommended that Members note the Corporate Risk Register.

Finance and Resource Implications:

N/A

Screening and Impact Assessment
1. Equality and Good Relations
Has an equality and good relations screening been carried out on the proposal/project/policy? No

If no, please provide explanation/rationale
N/A

If yes, what was the outcome?:

Option 1 Option 2 Option 3
Screen out N/A Screen out with N/A Screen in for N/A
without mitigation mitigation a full EQIA

Rationale for outcome/decision (give a brief explanation of any issues identified including
mitigation and/or plans for full EQIA or further consultation)

N/A

Insert link to completed Equality and Good Relations report:

2. Rural Needs Impact Assessment:

Has consideration been Has a Rural Needs Impact
given to Rural Needs? No Assessment (RNIA) template been No
completed?

If no, please given explanation/rationale for why it was not considered necessary:

N/A
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If yes, give brief summary of the key rural issues identified, any proposed actions to address or
mitigate and include the link to the completed RNIA template:

N/A

SUBJECT TO PLANNING APPROVAL: No

If Yes, “This is a decision of this Committee only. Members of the Planning Committee are not bound by the
decision of this Committee. Members of the Planning Committee shall consider any related planning application in
accordance with the applicable legislation and with an open mind, taking into account all relevant matters and
leaving out irrelevant consideration”.

APPENDICES: Appendix | Corporate Risk Register

HAS IT BEEN SUBJECT TO CALL IN TO DATE? No

If Yes, please insert date:
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LCCC

Lisburn &
Castlereagh
City Council

Risk Rating

LCCC CORPORATE RISK
LIVEDASHBOARD

DASHBOARD KEY / INDICATOR

Fluctuation Key

Back to Agenda

Quick Links
[J LCCC Risk Register

Capacity

the arc21 municipal waste disposal
contract. Interim residual waste
treatment contract to be established.
Potential associated increase in costs.

Disposal

Key Symbol Descriptor Symbol Descriptor Likelihood Minor Moderate Major Catastrophic
1 Risk Increase Very Likely 0 DR |
A l Iz — s
Medium (5-11) .
Remains Same very Uniikely N 2N R E—
L High (12-16) A Minor Moderate Major Catastrophic
* New Risk
CORPORATE SUMMARY
Corporate Risk Summary
14
12 Serious Injury/Fatality
12 Emergency Planning / Business Continuity
Economic Activity
10
9 9 9 .
Capital Programme
8
8 . Data Sharing
6 6 IT/Cyber Securit
6 @ rmoyper secury
. Financial Sustainability
4 Brexit
Procurement
2 . Landfill Disposal Capacity
0
Residual Risk
RISK REGISTER
Corporate Risks
" Fluctuation
High Risk  Ref. Risk Risk Description Risk Owner ggire”' Additional Actions Efssk'd“a' since last  Rationale
review
CRR1 Serious Injury/Fatality Breach in internal H&S arrangements ~ Emergency Planning 8 CRR 1 Serious Injury / 6
resulting in injuries / loss of life / iliness. Officer Eatality, >
CRR2  Emergency Planning/ Inability to respond to Command, Emergency Planning CRR 2 Emergency, 9
Business Continuity  Control & Coordination arrangements or Officer Planning / Business >
concurrent emergencies due to Continuity,
increased strain on current resources
resulting in impact on resilience.
Emergency Plan Activated
CRR3  Economic Activity Failure to identify, maximise and deliver HOS Economic CRR 3 Economic 9
an economic development programme  Development Activit; >
that aligns with our stakeholder needs
and the needs of the local economy in
the context of the national and regional
economic position.
CRR4  Capital Programme Potential failure to deliver the agreed HOS Planning CRR 4 Capital 8
outcomes of the capital programme as Programm >
a result of affordability or changes in
third party funding arrangements.
= CRR 5 Data Sharing Poor or inadequate data sharing TPO Manager CRR 5 Data Sharing
agreements resulting in unintended g
data breach
= CRR 6 IT/ICyber Security Breach in IT or cyber-attack resulting in  TPO Manager /ber
significant outage or significant data [ A
loss
= CRR7  Financial Failure to deliver balanced budget HOS Finance i i
Sustainability 2022/23 and longer term financial bi >
resilience and sustainability.
CRR8  Brexit The UK ceasing to be aligned with the  CE CRR 8 Brexit
EU Food and Animal Welfare Laws and «>
the subsequent implications for sanitary
and phyto-sanitary (SPS) rules,
customs & supply chain logistics and
generalised economic implications for
LCCC and their resident and business
representative base.
CRRY9 Procurement Non compliance with procurement and HOS Assets 9 CRR 9 Procurement 6
contract regulations, policies and g
processes resulting in
reputation/financial loss and risk of
litigation.
= CRR10  Landfill Disposal Uncertainty going forward in relation to  HOS Waste & Op . CRR 10 Landfill PN
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