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Executive Summary
SeltAssessment dinprovement Objective

Improvement Objective 2019/200

CouncilSeltEvaluation

We will improve customer satisfaction by using technology to increasq Target Achieved

accessibility tonformation and services

We will use information technology to improve citizen engagements

Target Achieved

We will increase the number of people availing of our Leisure facilitieg Target Achieved

encourage participation and promote health awellbeing

SeltAssessmenagainst Statutory Indicators

Ref
ED1

P1

P2

P3

W1

w2

W3

Statutory Indicator

The number of jobs promoted through business staut
activity

The average processing timémajor planning applications

The average processing timé&local planning applications

The percentage of enforcemenases processed within 39
weeks

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

The amount (tonnage) of biodegradable Lo&athority
Collected Muitipal Waste that is landfilled

The amount (tonnage) of Local Authority lEoted Municipal
Waste arisings

Council SelAssessment

Target Achieved

Target not met but
improvement d 22.6weeks
on previous year

Taget not met but
improvement of 1..weeks
on previous year

Target Achieved

On track to meet target

On track to meet target

78,905 tonnes
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Despite COVHDI occurring in the final month of the financial year, tre@ndemic had a significant

impact on all Council operations. The following tables show that a number @ thelzy OAf Q& 1 S@&
performance indicators could not be measured. Further information is provided in section 5 of this
report.

SelfAssessment PerformanteY LIN2 @S YSy G Yt L Q&
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SECTION Introduction

Context

Thisdocument presentsi K S NB & dzf ( a sefFdssessiedt inf dBadmfgiitg f Q &

general duty under Part 12 of the Local Government Act (Northern Ireland) 2014 in relation

to performance improvement arrangements. It sets out an assessmanttoS / 2 dzy OA f Qa
performance against the following requirements:

1 Performance improvemerobjectives set out in the 2019/202@erformance
Improvement Plan;

1 Statutory performance improvement indicators and standards for the functions of
Economic Developant, Planning and Waste for 2019/202idcluding comparison
with the previous two years; and

1 Performance information on selinposed indicators andtandards collected during
20192020

The publication of this information fulfils in part the2 dzy €etuto Bequirement under
Part 12, Section 92 of the Act.

Performance improvement objectives

{GFGdzi2NE 3IFdzARIF YOS RSTFAYSA AYLINRGSYSyld la ay
output or efficiency, or the internal effectiveness of an organisation. Impres for

Councils should mean activity that enhances the sustainable quality of life and environment
F2NJI NI 0SLI@SNE YR O2YYdzyAGASaodég 9aasSyuaalrtfe
and our focus is on how we can deliver better services for the fitesfeour residents and

service users.

TheCouncil is committed to driving continuous improvement and performance across all
service areasln 2019/2@0the Counciket threeareas for improvement as detailed in
Section 2of this report. The Performandeprovement outcomes have been developed to
reflect the outcomes in the Community Plan which will be in place for the &yearsand
the Corporate PlanThe Community Plan and relatedtcomes can be accessading the
following link

https://www.lisburncastlereagh.gov.uk/uploads/general/Community Plan_2017

2032 _EMAIL.pdf

The Corporate Plan and related outcomes can be accessed usifgltwing link:
https://www.lisburncastlereagh.gov.uk/uploads/genera/ CORPORATE PLAN_2018.pdf

The ambition is to have improved the lives of those living inkgrin or visiting the

Lisburn and Castlereagtnea within those 1¥ears 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 spacenoét 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 perfanosareas identified are
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contributing tothe Community Plan and Corporate Pautcomes.The results of the self
assessment are included &ection 2

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 plannifige results of the
selfassessment are included &ection 3

From 2017 The Local Governnméct (Northern Ireland) 2014 g8tion 92 requires councils
to compare their performance, so far asasonably practicable, against the performance
during that and previoudriancial years The Council will continu work in cajunction

with the Department folCommunities to develop a comprehensive benchmarking
framework to provide clear and transpareinformation to allow comparison across a
number of council areasSection 4outlines 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 abseecand prompt payment.

Seltimposedindicators

The Council has a performance management framework in place which includes a range of
serviceKPlsas wellKPIgelating to the Performancémprovement Objective<ollectively
tKSaS | NB NEBIFASYNDZSRS RiG2 DityifRok W SifasdeBsment armcluded

at Section 5

Discharging the general duty to seeuwrontinuous improvement in 2012020
TheCouncil has welkstablished 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 arrangementsclude:

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

w Reporting on the performance improvement process to the Governance & Audit
Committee as a standing item

w Consideration of the full costs included in our estimatescpss

Appropriate risk management in relation to main programmes of work

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

e

We measure how we are doing in lots of ways across the organisation.
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How theCouncil has got better in relation to its General Duty to improv

The various homeommittees receivequarterly repors detailingperformancemanagement
informationon the service KPIs

The Performance Improvement KPIs demonstrate improvement againgtatfermance
Improvement Objectiveandare measured on a quarterly or annual bgsispending on
the target) and reportedd the Governance & AudiZommitteeandhome committees

The Council monitors complaintdentifying underlying root causes and actions to enhance
service provision.

In addition to formal reporting of theelfimposedYt L Q& X isKi®ays siivng © A f
identify new ways of working and opportunities to improve. The Council continueshin y
with the efficiency programme whilst the Portfolio office continued to promote the digital
and transformation agenda. Within 2019/20the Council initiated a number on new
arrangements all of which fall within the general duty to impravaudingbut not limited

to:

1 Introduction of a Corporate Healtttashboard durin@019/2@0 which helps the
corporate management team assess performance against critical areas across the
Council on a monthly basis

1 Establishment of a number of internal working groups;

o the Digital Champions Working Group to consider new and innovative ways
of operating by using digitisation

o the Accommodation Strategy Working Group to review our approach to
customer service access points throughout the organisation to reflect
changing mdtods of interaction due to digitisation

o the Environmental and Sustainability Working Group to address Climate
Change issues
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SECTION Performance Improvemer®bjectives Self Assessment

Improvement Objective 2019/200

Council SelEvaluation

We will improve customer satisfaction by using technology to increase accessibility to information { Target Achieved
services

We will use information technology to improve citizen engagements Target Achieved
We will increase the number of people availing of our Leisure facilities to encourage participation g Target Achieved

promote health and wellbeing

Performance Improvement Objective 1
We will improve customer satisfaction by usteghnology to increase accessibility to information and services

Outcomescontributing toour Community PlahCorporate Plan include:
1 Public services are enhanced through co design anut@duction
9 Our community has confidence in civic leadership

accessibility to

purchases and payments

14% with an average satisfaction rate of 95%.

Performance Enabling Improvement | How did we do? How did we measure | What
Improvement Projects this? difference did
Objective 1 , we make?
How did we track
, (outcomes)
progress in year?
(See Appendix 2)
We will improve | Environmental Health Environmental Health
customer We will develop our 5dzZNAy 3 GKS @SINE 9y JANRYYS| Customer Satisfaction| See Case
satisfaction by | existing suite of systems| ¢ & Y NI & dzNBBSé O2y adzZ G G A 2 y|levelwiththe studies for
using (known as the Tascomi | satisfaction with the Tascomi systems to iheé their services| Environmental Health | examples of
technology to Systems). o Online surveg werecarried out in October 2019 and June | Tascomi System outcomes
TR GE WHRNKT I O OS z“% 2020 using a database of customers who engaged with Target 80% achieved to
wCl OAt A ordine U | Environmental Serviceprovidingan average response rate ( date.




Performance
Improvement
Objective 1

Enabling Improvement
Projects

How did we do?

How did we measure
this?

How did we track
progress in year?
(See Appendix 2)

What
difference did
we make?
(outcomes)

information and
services

w/ dza G2 YSNI LJ
wLydStftA3aSy
needs and preferences
wL YLINE PSR Y
data

Sports Services

We will introduce the
Y[ S3ISYyR¢ S
into Sports Services
The introduction of this
software will bringabout
a number of
improvements which will
ultimately benefit
customers including;
WHNKT 2YytAYy
facility.

wtKS AYiINRR
dedicated Legend App to
assist customers in
making facility bookings.

The Service has been liaising with the software provider to
dewelop an integrated customer satisfaction tool however,
this system enhancement has been affected by the current
COVIBL9 Pandemic and has taken longer than anticipated
because it involves an external party. Work on the
development of this tool will contime into the 2020/2021
financial year.

Sports Services

Following the launch of theegend App in November 2019,
4,351 people had downloaded the App by the end of Marcl
2020, enabling members to book classes and activities frof
their mobile device. A liary of home workouts was also
published on the App and notifications were pushed to
members to alert them of new classes. Plans are also bein
progressed to incorporate live workouts into the App in
Quarter 1 of 20202021.

npco WYWKSIRQ ‘oSivtbeSrekbersHipps | R
received a weekly-gine with a 96.2% delivery rate. Thaiae
included membership news and more recently details on th
closure of facilities and home workout videos.

Legend software has enabled 124,604 customers to book

online fram April 19- March 20 with 32,406 online bookings

Customer Satisfaction
levels of sports
facilities

Annual target 90%

9| Page



Performance
Improvement
Objective 1

Enabling Improvement
Projects

How did we do?

How did we measure
this?

How did we track
progress in year?
(See Appendix 2)

What
difference did
we make?
(outcomes)

w¢KS AYiNRR
Legend Booking Kiosks &
the Dundonald
International Ice Bowl,
Lagan Valley LeisurePle
and Lough Moss Leisure
Centre to help assist
members and non
members make bookings
w. SGGSNI Ay QD
with quicker turnaround
times for payments

wL YLINEZSR O
profiling in terms of tle
gathering and use of datg
relating to customer
demographics such as
age, gender, place of
residence etc.

wL YLINEGJSR L
on customer needs and
preferences.

wL YLINR2 @SR
links/connections
between Sports Services
social media/web

Quarter 4. (This has exceeded the quarterly target of 16,00
Information from the system is indicating that users are
availing of the 24/7 booking facility. This therefore creates
better customer exprience and stops queues at facilities.

The online booking system for tenpin bowling at Dundonal
Ice Bowl was developed in Q4 due to the increased demar
for bowling as part of the Vitality membership package.
Legend booking kiosks were delivered to glodMoss Leisure
Centre and Lagan Valley LeisurePlex. The launch of these
delayed due to the closure of tHacilities as a result of
COVIBEL9.

Following market research and a GIS mapping exercise of
current membership base, opportunities to proteditality
Membership in the East of the Council area were identified
response to this a new pop up gym in Billy Neil MBE Coun
Park and new Vitality Golf package was created, but again
to the closure of facilities, the planned launch of the
membership was deferred at the end of éincial year as a
result of COVIR9.

Due to the lockdown and closure of facilities o' March,
the planned customesatisfaction survey for the year el
not take place as scheduled.

Number of online
bookings at sports
facilities

Quarterly target
16,000
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Performance
Improvement
Objective 1

Enabling Improvement
Projects

How did we do?

How did we measure
this?

How did we track
progress in year?
(See Appendix 2)

What
difference did
we make?
(outcomes)

platforms and Legend
leisure booking software.

We will review our
approach to customer
service access points
throughout the
organisation to reflect
changing methods of
interaction due to
digitisation.

We will launch a revised
Customer Service
Guidelines document ang
establish KPIs to measur|
this.

Instead the Unit responded to customer demand at this
challenging time and created a daily schedule of home
workout videos which were promoted digitally through the
Legend App, Vitality Facebook page and the Lagan Valley
LeisurePlex website for a cohesagproach. A weekly-eine
was also emailed to Vitality Members.

A number of physical changes were made to the main
reception area in Lagan Valley Island during Quarter 3 & 4
improve the customer service access points. Additional
physical changes hawbeen made sincklarch 2020 in
response to COVAHD9 including Perspex pods built to
facilitate social distancing between customers and staff.

This was completed and launched in April 2019. KPIs werg
introduced for every service in the organisatiamund
telephone answering and customer satisfaction in a numbe
of front line services.

Achievement of
milestones to open
the customer service
access points
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What difference did we make? Case Studies
The aim of this Performance Improvement Objective was

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

1 To provide improved inght and management reporting, supporting better and
more informed decisiormaking

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

1 To deliver a high performing Council through digital transformation

Some higlights include the following:

Emironmental Health Outcomes

Customers who have engaged with Environmental Health in an online capacity have
reported many benefits, including the ability to purchase their dog licences in a quick,
efficient and easy to use mannen a 24/7 basis. Ustomers havelsoindicated that using
the services onlinés of paticular benefit to those who doot have access to transport to
visitthe Council Officedburing the travel restrictions imgsed as a result of the OVIBL9
Pandemic the ability to be able to avail of wees and communicate with the
Environmental Healtlunit through online services wamarticularly beneficial during the
lockdown period.

The following are some examples of the direct feedback and testimonials provided as a
result of the online survey lauhed in June 2020Thissurvey was delayed from April due to
COVIEL9)

G+SNE A0NI NBRQSFZENGENRBYISG || R23I tAOSyOSo¢
GLUQEA OSNE O2y@SYyASyildod L KIFI@S 06SSy dzaay3a (KA
if other things could be addedpr example applying for birth certifictes, marriage

licenceb ¢

GxSNE STFAOASY( P

G¢KS 2yfAyS LINRPOSaa gl a OSNB Slae |yR ljdz O] ¢
G!a az2vyS2yS gK2 Aa y20 (GSOK al gges L ¥F2dzyR
GLGYA a2 O2y@SYyASyld (2 apmetiatevie el @midddrOISy aSa 2
findtheserviE A& Sl ae G2 yIFI@A3aF 4GS yR dzaSoé

artf GKS tAyla

G+SNE ¢Sff fFAR 2dzi 9 Slae G2 O2YLX SGS R23 f
GD22R &ASNIAOS BysBBORs t & TFT2N LISyaa

gSNBE Slhaeée G2 F2ft2¢ SOSy TF2NI



G L F A VliRe sériicd vedyyiandy and use it often. It's great to have the information at

your fingertips at any time of the day. Paying on line and the availability to submit queries

is also helpful for those of us who may only get arounddealing with councirelated

business in the evening or at weekends (find out bin days). Keep up the great work and

thank youfor asking for public opiniorg.

GLG Aa OSNE KIyReée (2 oS lofS (42 R2 it (KS&S
for updates on amenities etc. during the COVID lockdown Wwhiave been full of good

AYT20E

G5SaLAGS GKS OKIFftftSyasSa 2F O2dzyOAt adl¥F 62N
FyYyagSNBR ljdaOlfe YR KFEYRfSR LINRBYLIIfed ¢KIY]
GCKS a2aldde20aeéARA2I

GOPSNEBUOKAY3T 6l & OSNE &a0GNIAIKAG F2NBINR FyR KI

Sports Service®utcomes

There have been significant developments in the use of digital technology to enable
customers to book classes and purchase memberships online on a 24/7 basisasThis
allowed customers to make bookings outside of facility operating hours, which has reduced
gueues at reception and put less pressure on phone lines. Advances in technology have
included greater usage of the Vitality App and online Vitality Memberships.

development of booking kiosks is also expected to further reduce queues at reception.

Ongoing review of facility websites will also promote the use of digital technology. The
online booking system for tenpin bowling was algveloped in Qarter4 in response to
the increased demand for bowling as part bétVitality membership package.
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Performance Improvement Objective 2
We will use information technology to improve citizen engagements

Outcomes contributing to our CommuniBlan / Corporate Plan include:
1 Public srvices are enhanced through-design and cgroduction
1 Our community has confidence in civic leadership

technology to
improve citizen
engagements

1y26y F
{ dzZNBS&e Q

consultation method

a v
I a

and where possible publish consultation outcome report
during 2019/2@0.

18 Surveys were completed during the year which
exceeded the annual target of Usingonline surveghas
encouraged more responségcause respondents can do
So at time convenient to them. In total 968 responses wy¢
made to the 18 surveys, thaéso far exceeeld the target of
615 responses.
CKAE (22f¢
consultation.

K& ¥ buthgic Rrproatrids

on the smart survey
platform

Number of responses to

surveys and consultation
carried out on the smart

survey platform

Performance Enabling How did we do? How did we measure What difference
Improvement Improvement Projects this? did we make?
Objective 2 : outcomes
) How did we track ( )
progress in year? (See
Appendix 2)
We will use We will use a citizen | All Council Departments and Servicesreractively Number of surveys and
information engagement platform | encouraged to use Smarntisey to engage with citizens | consultations carried out| See Case studies

for examples of
outcomes
achieved to date.




What differencedid we maké& Case Studies
The aim of this Performance Improvement Objective was:

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

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

w To provide improved insight and management reporting, supporting better and
more informed decisiormaking;

w To embrace the use of digital teablogy to improve efficiency and increase
customer access to services;

w To deliver a high performing Council through digital transformation.

In keeping vth the expectation of citizenthat we are available 24/7 to listen to therhe
council uses social media to deliver information about its services, get feedback and
promote cosultations. To allow citizenso respond to these consultations at a time
convenient to them weéhave been usingmart Surveyan online engagement toolso
available 24/7.

Through the combined use of social media and Smart $umeehave reached more citizens

and therefore increased our consultation responses. These invaluable responses have been
used to improvehe efficiency and effectiveness obuncil servicesoffering ratepayers

better value for money
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Performance Improvement Objective 3

We will increase the number of people availing of our Leisure facilities to encourage partitipatigpgromote health and wellbeing

Outcomes contributing to our Community Plan / Corporate Plan

1 We live healtly and fulfilling long lives

Performance
Improvement

Objective 3

Enabling
Improvement Projects

How did we do?

How did we measure
this?

How did we track
progress in year? (See
Appendix 2)

What difference
did we make?
(outcomes)

We will increase
the number of
people availing of
our Leisure
facilities to
encourage
participation and
promote health
and wellbeing

2S gAff LINE
houselrold membership
to enable users to avail g
our Leisure facilities an
encourage participation
and promote health and
wellbeing.

Thecumulative total number obnline bookings wa$24,604
bookings since April 2019, far exceeding the annual target of
64,000.

At end of Quarter 4 total members reached 10,96 far exceed
the annual target of ®00 memberships. Wenfacilities closed
due to COVIEL9, some memberships wereancelled buthe
majority of members were happy to have their membershipzen
until facilities reopened.

The annual footfall of all Leisufeacilities wad,955,278,
exceeding annual target by 8.5%

Number of online bookings
at leisurefacilities
Quarterly target 16,000
Annual target 64,000

Number of people taking
out the Vitality membership
Annual target @00

Numbe of people attending
our leisurefacilities
Annual target 1,800,000

See Case studies
for examples of
outcomes
achieved to date.
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What differencedid we mak& Cag Studies
The aim of this Performance Improvement Objective was:

w To contribute to the achievement of the outcome of our Community Plan that we
live healthy, fulfilling and long lives
w 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
w To provide safe, accessible leisure and sports facilities, endorsing pathways to sports
for all
w¢2 RSEAGSNI KAIK ljdz2h fAGes 02adG STFFSOUAODS i
of new approaches to continual improvement, innovation and performance
management
w To ensure that:
o Children and young people are physically active and enjoy good mental
health
0 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 and
connected
o People of all ages are more physically active more often.

The successful roll out of thétality household membership has brought about the
following:

In the2019/2020financial year, the Council has achieved 10,902 Vitality members, which is
5 times more members prior to the Vitality launch. The target was to achieve 4,000
members after 12 mnths and we are pleased that we have reached this target easily, which
highlights the success of the initiative, particularly with increased competition from private
operators.

a2NB8 GKIy mMuHc ©SS1fteée | RdzZ G Ofl aaskarel yR 2dza
operating across all sites, including a range of family classes to encourage households to
engage in physical activity together and for children to spend less time on
Xbox/PlayStations/mobile devices, etc.

An online survey was issued to all VitaMgmbers, 80% of respondents were attracted to

22AYy *AGFEtAGE 0SOlFdzaS (GKSe FStd A0 ¢l a WD22R
perceived that Vitality was accessible to those on low incomes. The choice of classes and the
ability to try new activitis was identified as the main difference to families and individuals,

which is an important factor in helping to improve the health and wellbeing of adults and

children.

Vitality has created a positive impact across all of the facilities with membersngfilis
multiple sites. For example at Dundonald International Ice Bowl, the total number of tenpin
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bowling games has increased by 20% since the launch of Vitality while skating usage has
increased by 16% and Indiana Land sessions by 22%. The number ohpatyingrs has

also more than trebled at the Activity Centres, with total members increasing by approx.
1000%.

Another highlight has been the successful uptake of the corporate membership which has
seen 1,875 members avail of the corporate rate since Apti®2@hich has further
enhanced the health and wellbeing of local businesses and sports clubs.

The impact of the Vitality Membership on individuals and households has had a positive

effect on the physical and mental health of members which is highlightdteifollowing

guotes which were received in response to home workout videos which were posted at the

start of lockdown

G¢KS I OGAGS 3SAy3a Ofl a
f

Sa YR o60SAy3 o6ftS (2
centres. Looking forward to going back! MeanK A ¥

KFyla FT2N GKS @ARS
G/ KSSNEH alylr3SR G2 R2 GKAa ¢2N)] 2dziH wSadz
SyO02dzNI} 3SYSyié

a
S

GL YAaa 3I2Ay3 G2 GKS OftlLaasSaX YSIygKATSSE (KU
We¢arada GKS OflaaSaszl vafia ANIQEI A8IBed (2 asSsS az
GWdza i R2yS GKA& 62N]2dzi oNARftAlIydG: GKFEy]l &2d
GCKIYy]l @2dz a2 YdzOKX f2@0S GKS OKAfRNByQa LI NI
G+SNE 3JI22R DINBGK ¢St Llzi (G23S3GKSNE

G[ 29SS GKA&a LQY f221Ay3 F2NBFINR (G2 Y& ySg 3l N
G{lrY &2dz YySOSNIYRI{ASe (2 YIS YS

Video Testimonies from Vitality members below.
To view the videos, click on the hyperlinks below:

Sandra Jennings Testimonial

Billy Kelly Testimonial
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https://vimeo.com/425584553
https://vimeo.com/425580452

SECTION S8tatutory Indicatorg Self Assessment

Lisburn & Castlereagh City Council is committed to meeting and, where possible, exceeding the standards set by centnahgjovern

departments through the following seven statutory perfaante indicatorsBelow are the results f®2019/26 ( KS / 2 dzy2@i8/19Qa R
and2017/18has also been included to show comparisons.

Ref

ED1

P1

Statutory Indicator

The number of jobs promoted through
business startip activity

(Business staftip activity means the
delivery of completed client led busisge
plans under the Department of
Econom@a wS3IAaz2ylf {1
successoprogrammes.)

The average processing time of major
planningapplications.

[An application in the category of major
development within the meaning of the
Planning (Development Management)
Regulations (Northern Ireland) 2015(a)]

Standard to be
met (annually)

85

Major
applications
processed from
date valid to
decision or
withdrawal

Result Year End

2017/18 2018/19 2019/20

96 140
94 weeks 78
weeks

112

55.2
weeks

Explanation 0f2019/2020 result

Target Achieved

Northern Ireland Business Start Programme for NI launched i
September 2017 as a collaboration between all 11 Councils. .
creation targets for the programme are being achieved acros:
11 CouncilsiFor LCCC this has resulted in 112 jobs being cree
in 2019/2@0versus a statutory indicator of 85. Whilst this
remains well in excess of the statutory requirement of it was
disappointing versus the previous year 18/19 and that which t
been forecastedThis was due to delivery performance issues
with one of the Enterprise Agencies delivering within LCCC.

For 2019/2@0the Council has risen to 4th place inihNterms of
jobs promoted versus this statutory target, this nunnlzé jobs is
reflective of the council® total business base and number of

population within the Council area who are economically activ

Forecast for 202@021 is 138 jobs against an unchanged
statutory indicator of 85 jobs.

Target not achieved

The Northern Ireland average for processing major applicatiol
was 52.8 weeksLCCC continue to show significant improvem
in processing times against the major category of
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Ref

P2

P3

Statutory Indicator

The average processing time of local
planning applications.

[Local applications means an applicatior
in the category of local development
within the meaning of the Planning
(Development Management) Regulation
(Northern Ireland) 2015, and any other
applications for approval or consent
under the Planning Act (Northern Irelanc
2011 (or any orders or regulations made
under that Act)]

The percentage of enforcement cases
processed within 39 weeks.

[Enforcement cases are investigations ir
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).]

Standard to be
met (annually)

within an
averageof 30
weeks.

Local
applications
processed from
date valid to
decision or
withdrawal
within an
average of 15
weeks.

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

Result

2017/18

Year End

2018/19 2019/20

22 weeks 17.7 weeks 16.6

78%

84.5%

weeks

84%

Explanation 0f2019/2020 result

application. This Council is one of only three Councils to
demonstrate improved processing times in this area.

Target not Achieved

The Northern Ireland average for processing local application
was 14 weeksWe continue to show improvement in procsisig
times against the major category of applicatio@Qur
performance was impacted in the last month Q4 by the
Coronavirus Restrictions on operations of the Unit.

It was estimated on the number of decisions ready to issue in
March 2020 that the Counaitould have achieveéa
performance of 15.8 weeks.

As local applications are the majority of applications received
Council there remains a focus on reducing the processing tim
for these types of application.

Target Achieved
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Ref

w1

W2

W3

Statutory Indicator

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

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

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

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

Standard to be | Result Year End
met (annuall
( V) 2017/18

50% household 46.32% @ 48.1%

recycling by

2020

201718 -18580 16,458 16,108
tonnes tonnes

2018/19-17512

2019/20- 16444

N/A 74,992 77,861

2018/19 2019/20

50.79%

14,373
tonnes

78,905

Explanation 0f2019/2020 result

Target on track

LCCC has achieved the target of 50% of household recycling
(subject to validation).

The validated 2019/220 figure will be included in the NIEA NI
Local Authority Collected Municipal Waste Statistics annual
report when published later this yeaiApprox Mvember)

Target on track
LCCC has complied with landfill allowances available (subjec
validation).

The validated 2019/220 figure will be included in the NIEA NI
Local Authority Collected Municipal Waste Statistics annual
report when published later this year.

2019/2@0figure is subject to final validation by NIEA/DAERA
andwill be included in their annual statistical report when
published later on this year.
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SECTION €omparind-CC@erformance withother NI councils

From 2017 The Local Governnmiéct (Northern Ireland) 2014 g8tion 92 requires councils
to compare their performance, so far as reasonably practicable, against the performance
during that and previous financial years of other coundile previou® S I dddpérison is
limited, however we areontinuing to workin 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.

In addition to thisLisburn & Castlereagh City Counamgal APSE Performance Networks
during 20162017. We have been actively participating in #oisum and have submitted
performance data for th019/2@0 period. Benchmarkings still work in progress for all
councils, as we continugork together as aector to develop a model that will benefit our
ratepayers.

The following section providescamparisonof LCCC with the other 101 councils
performanceunder thestatutory KPIs. In addition to this, comparisons have been made in
two other areas namely Alence and Prompt Paymentsshould be noted that only data
available in the public domain has been used for tloeseparisons. In some cases 2018/19
is the most up to date annual, validated data available.

Planning Key Performance Indicators

Thefollowing isan analysis of the Annual Statistical Bulletin (April 2QMarch 2020)

produced by the Department for Infrastructure (Dfl) on 2 July 2020 relative to Lisburn &
Castlereagh City Council.

The Bulletin provides an overall view of plannaogivity across Northern Ireland and detail

of Council performance in respect of the statutory targets for planning as laid out in the
Local Government (Performance Indicators and Standards) Order (Northern Ireland) 2015.

12,541 12,207
960 963
914 935
866 859

The Bulletin indicates that the overall Northern Ireland approval rate for all planning
applications for 2019/2020 was 94%m@destincrease in the 2018019 (93.2%5even

councils reported an increased approval rate compared with last year with fourtieg@

decline. Lisburn & Castlereagh City Council reported the largest decrease down from 94.7%
to 91.9%. The approval rate trend over the 4 quarieneflected in the chart overleaf
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LCCC Approval Rates 2019/2020

@ 96 94.8
©
g5 91.9
g 92 90.2 90.2
© 90
<

86

1 2 3 4 Year End
Quarter

Processing legacy applications continued to be a focus fddttiein the 2019/2@0

business year. This was in addititma specific focus on improving processing times in
respect of local applications which had an impact orpotitvith regard to older case#. is
recognised thatncreasing the overall timelinesé decision making for new applications
entering the system should not be to the detriment of other customers with applications in
the system longer.

The Annual report acknowledged that Major developments have important economic, social
andenvironmental implications. The number of major applications received across
Northern Ireland during 2019/ZD was 149, an increase of 8.8% in the previous year (137).
LCCC received 11 major applications which was the same number as last year. fA total o
four major applications decisions issued with an additional two major applications being
withdrawn.

Average processing times for major applications across the Council network was noted in
the Annual Bulletin to be 52.8 weeks a decrease of 6.2 weekstfrerd9.0 week reported

for the 20182019 business year. Two Councils met the statutory target of 30 weeks in
2018/2019. Average processing times for processing major applications inadt @@C
2019/2020year end was 55.2 weeks which was an improveme2208 weeks o the

previous year.

The processing time of major planning applicatians

o

100 200

Antrim & Newtownabbey —

Ards & North Down

Armagh City, Banbridge & Craigavon |ESmm—

Belfgst

Causeway Coast & Glens

Derry City & Strabane
Fermanagh & Omagh [EE—

Lisburn & Castlereagh

Mid & East Antrimn |EE———

Mid Ulster

Newry, Moume & Down

All Councils T

30 wks
m 2019/20 2018/19

Sourcehttps://www.infrastructure-ni.gov.uk/articles/planninenctivity-statistics
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Local applications are typically residential and minor commercial applications. The number
of local applications received across Northern Ireland during 2029'a@&s 12,207 a

deaease of 2.7% from the 12,541 applions received during 2018/1Fhe number of

local planning applications decided in 20192PQvas 11,747 a decrease of 3.4% when
compared wih the 20182019 figure 12,156L.CCC received 952 local applications which
wasconsistent with the nurber received the previous year 94 total of 931 decisions

issued in respect of local applications during the reporting period which was 31 more than
the number issued last year.

Average processing times across the Council ndéw@s noted in the Annual Bulletin to be

14.0 weeks representing an improvement of 0.84 weeks when compared with 20133/

(14.8 weeks). The shortest average processing time for local applications was 7.6 weeks.
Average processing times for processing local applications in LCCC year end was 16.6 weeks
is an improvement of 1.1 weeks when compared with the 17.7 week processing time

captured for the previous business year.

Local Development averagerpcessing tims by council, 2018019 & 20192020

5 10 15 20 25
Antrim & Newtownabbey ———

Ards & North Down

Armagh City, Banbridge & Craigavon :
Belfast

Causeway Coast & Glens
Fermanagh & Omagh

Lisburn & Castlereagh

Mid & East Antrim | E———

Mid Ulster | —

Newry, Moume & Down

All Councils

15 wks
W 2019/20 2018/19

Sourcehttps://www.infrastructure-ni.gov.uk/articles/planninenctivity-statistics

Approximately 168 of the 900 local decisiassued fell into the legacy categqithis is pre
April 2015) the oldest application being a 20idrmer Departmentof the Environment
application. This is in addition to 46 legacy applications being withdrawn.

Since March 2020, the Council has beetuied on dealing with the COVID 19 emergency
and continued operation of critical services remains its priorit%s a consequence, the
Planning Unihas been unablé perform against the statutory target during the month of
March 2020. This is reflead in the fact that 46 less planning applications were decided in
Q4 than had been receivedhis is not typical of the performancetbi previous three
guarters.As a result of officerarorking from home with onlyrnited access to the office it

was inpossible to process the number of applications required to repeat the performance in
the two previous quarterslt is estimated on a manual count of those decisions that had
been processed but not issued that the Council would have achieved an averagesangc
time closer to the statutory target of 15 weeks.
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Economic Development KPI comparisons 2019/2020
No. of jobs promoted through business staup activity - KPl comparisons 18/19 vs 19/20

Statutory 201819 % 201819 201920 % 201920
Target Actual Delivery Ranking Actual Delivery Ranking

Antrim & 80 105 131% =4 106 133% 3
Newtownabbey

Ards & North Down 85 111 131% =4 105 124% 5

Armagh Banbridge & 165 221 134% 3 229 139% 2
Craigavon

325 264 81% 11 258 79% 11
125 142 114% 7 120 96% 8
140 139 99% 9 133 95% 9
170 170 100% 8 172 101% 7
1 4
2 1

Lisburn & Castlerea 85 140 165% 112 132%
Mid & East Antrim 85 124 145% 122 144%
Mid Ulster 210 204 97% 10 185 88% 10
Newry Mourne & Down [Siks1s) 184 119% 6 183 118% 6

The table above conveys the number of jobs promoted through businessigtaattivity in

each of thell Northern Ireland CouncilBusiness staftip activity means the delivery of

completed cliented business plans under the Department of Economy’s (DfE) Business

Start programmes. The targets are Statutory targets set for each of the Councils by DfE and
KIS 0SSy 92NJ SR 2dzi o6FaSR dzl2y SI OK [/ 2dzyOAf
economicdly active population.

For 2019/2020 LCCC is rankdtimterms of jobs promoted versus this statutory target, this

target numbe of jobs is reflective of theorincil® total business base and number of

population within the Council area who aeeonomically active.

In terms of overall jobs promoted fro2018/2019 t02019/2020the overall absolute jobs

total declined across the region from8D5 to 1726. During this period the NIBS(NR

Business Staiip Programmeyvas already well establishexhd was being actively

marketed. It is also worthwhile noting there has been increased instances of delivery issues
during the financial year, which for the most part were mainly confined to individual Council
Areas. LCCC falls under this category witbrdigued period of undeperformance against

SLA targets by delivery partners noted throughout the year.

Also of note for this financial year was the effect of incezheestrictions due to the COVID
19 pandemic in the run up to year end. For comparisorppses, for the month of March
2019 alone the Programme produced Nationally 181 Jobs whilst the equivalent period in
2020 produced 126 Jolgsa dired¢ impact of 55 Jobs nationallyWhilst it is clear that similar
to many other programmes NIBSUP has alssnbmpacted by the effects of COVID, it is
anticipated that with the ongoing progression to recovery of all services, including some
one-to-one mentoring and PR activities, including the national television campaign, that
once again LCCC will striveotatperform against its statutory target.
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Waste Data KPI comparisons

Waste data for performance comparison purposes is based on the Northern Ireland Local
Authority Collected Municipal Waste Management Statistics Annual Report 201%B/
published Novembe?019.This is the most up to date annual, validated data available.

The Northern Ireland local authority collected municipal waste management statistics
report for 1 April 2018 to 31 March 2019 was published on 28 November 2019 by the
Department of Agricliure, Environment and Rural Affairs. This publication provides
information on local authority collected municipal waste from household and non
household sources and recycling and landfill rates in Northern Ireland.

Some key points relating to LisburnGastlereagh City Council are summarised below:

9 Lisburn & Castlereagh City Council collected 77,861 tonnes of LAC municipal waste in
2018/2019 compared with 74,992 tonnes in 202018, an increase of 3.8%.

1 In2018R019, 48.1% of LCCCs household wastessasfor preparing for reuse, yr
recycling and composting, 1.&84gher than the 20172018 rate of 46.3%Tlhe
improvement in performance betwee?017/2018 and2018/2019 demonstrates
that Council is progressing towards achievement of the 50% household waste
recycling target for 202@ouncil however recorded the lowest household dry
recycling rate at 18.4%, well below the Northern Ireland average of 23.9%.

1 The LCCC LAMcal Authority Collectedhunicipal waste energy recovery rate was
6.2% in 20182019, compared to 5.9% recorded in 202018.

T ¢KS /2dzyOAf Qa fFyRTFTAfET NI OGS T2 N2K2adza SK2f R
decrease of 2.2 percentage points from 202718 (46.9%). The landfill % was
however higher than any other Council.

1 There were 16,108 tonnes of BLACNBibdegradablé_ocal Authority Collected
Municipal Waste}ent to landfill during 201&019, compared to 16,458 tonnes sent
in 2017/2018. This wasitilisation of 92%, of the allocated allowances available for
the scheme year 2012019.

A copy of theAnnual Department of Agriculture, Environment and Rural Affairs report can
be accessed by clicking on the link below.

https://www.daera-ni.gov.uk/sites/default/files/publications/daera/lamunicipatwaste-
201819-report.pdf
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Comparison oAbsencd-igures

At the time of writing this reporthe Department for Communities (DfC) advised that the

absence information wasot availableto allow the inclusion of coparison with other

Northern Irelanccouncils in thisssessment repartnstead a/ear on year congrison ofthe

| 2dzy OAf Qa 26y | 0aSyOS KIFIa 0SSy lylrfteasSR IyR

There has been a slight increaserpfPpp RF@3Q [ 6aSyO0S LISNI SYLJ 2@ ¢
period 20182019(which was the lowest absence rate since the Council forrteed3.90
days in the period 2012020

TheCouncil maintains a strategic approach to absence management using proactive,
preventative strategies and interventionk continuously reviewing its approach to absence
managment and adopting new method$he Coundiwas accredited with the Investors in
People Health and Wellbeing Award in December 2019 and was the first Council in Northern
Ireland to achieve this awamiemonstratingour commitment to staff health and wellbeing
over recentyearsandunderstanding anéddressing the root causes of absende 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 attdance levelsWe have implemented workplace health
programmes and policies to create a supportive culture and physical environment that
encourages healthy lifestylésgether with introduction ofnominated healthchampions

across the organisation.

Absence management reports wepeovided to Corporate Services Committee on a
monthly basis and more detailed report is providedo the sameCommittee on a quarterly
basisand during COVHDO we continued to monitor absence on a daily basis.

As an Inve®r in People organisation we are 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 Couunsé 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 DfQuarterly Prompt Payment Reports

15/16 16/17 17/18 18/19 19/20

Council Name within | within 30 | outside | within | within 30 outside within 10 within outside within within | outside | within within | outside

10 days days 30 days | 10 days days 30 days days 30 days 30 days 10days | 30days | 30 days | 10 days | 30 days | 30 days
Antrim and Newtownabbey 11,435 | 17,180 | 6,444 | 13,433 22,573 4,546 18,320 | 22,505 3,772| 17,083| 21,799 | 4,924 18390 22,760 | 3,810
Borough Council
‘:; ‘i; Zf;d North Down Borough 6,931 | 13,731| 8194| 10,657 18,347 4,134 9,575 | 17,478 4,047| 13,928| 20,204| 2,328| 14560| 20,174 | 1,414
Armagh City, Bapbridge and 3,000 | 17,656| 7.376| 6,611 21,555 8,057 5200| 18,352| 12,282 6,504 | 25201| 5547| 5713 20,105| 10,120

Craigavon Borough Council
Belfast City Council 44,240 52,231 9,592 | 43,898 53,600 7,492 39,355 51,403 6,916 39,940 56,029 5,491 50,885 63,385 4,425

Causeway Coast and Glens

! 10,219 | 18,403 | 4,022| 11,314 21,624 3,923 11,964 | 23,430 5056 | 12,824 | 24.846| 57362| 12,066| 23,786| 6,216
Borough Council

gs; ’:ﬂ? ty and Strgbane District | g 549 |  19585| 6078| 8234 18,024 6,070 12,584 | 18,163 4,005| 10679 19.834| 5827| 12078| 21,643| 4,979
Fermanagh and Omagh District

o 8,836 | 13900| 2,679| 9914 16,487 2,395 10,692 | 15,935 2,367 | 16506| 19,401| 1,184| 152332| 17,715| 1,111
E’jﬁig} and Castlereagh City 10,204 | 18,651| 3,405| 10,742 20,383 4,869 11,864 | 20,685 6,440 15028| 21,538| 3,729| 13957| 19,570| 1,888
gjﬂﬂd East Antrim Borough 12,491 | 21,517 | 3,690 | 12,227 22,563 3,050 8,597 | 21,194 4,015| 11,716| 21,594| 4.457| 13,082| 22550| 3,609
Mid Ulster District Council 10,714 | 15,785 221| 15979 18,554 271 16,676 | 19,275 469 | 15,206 | 17,127 | 1,188| 15,148| 17,141 1025
Newry, Moyrne and Down 1967 | 14443| 7527| 2081| 10,086| 3214 1o79| 21554| 3653 2225 20904| 2238 8320| 21647 2.447|

District Council
Total

within 10 | within 30 | outside 30

days days days
15/16 45.72% 79.02% 20.98%
16/17 48.23% 84.04% 15.96%
17/18 48.45% 82.50% 17.50%
18/19 52.02% 86.40% 13.60%
19/20 57.63% 86.82% 13.18%

Source: Unaudited data from Department for Communities quarterly publications
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Comparison of LCGEZLINE Y LJi

The tableon previous page shows prompt payment performance statistics for all Councils

deffomErSe/wilttONI Counsil

in Northern Ireland over the past 5 years.

Comparing Lisburn & Castlegga City Council with the othemancils, the following table
details how LCC@nks compared to the othekO Northern Ireland @uncils:

Payment Made 15/16 |16/17 |17/18 |18/19 | 19/20
Within 10 Days G 6 3 6 6
Within 30 Days 4m 6 5 6 5
Outside 30 Days gin 4 4 6" gin
Invoices Paid 32,260 | 35994 | 38,989 | 25267 | 21,458
Total Invoices Paid | 0, 51 | 300817 | 302,996 | 310,752 | 311,520
by Councils

% Paid by LCCC 11% 12% 13% 8% 7%

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.

Finance staff continue to explofarther benchmarking opportunities with other Councils to
develop best practice.

The LCCrinance Team has set up a Prompt Payidser/Working Groupwith other
departments. The group is currently working to introduce new workflows, processes and
procedures across the Council with a collaborative approach to develop and improve on
[ /1 | on@dt Payiént figures and ensurappliers are paid promptly and efficiently.
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SECTION 5: Sadsessment of Selinposedindicators

The Councithad108 internal K L Q& R dzNROyoInonitor anchtkaek/operational
performance across all functional areas. These internal KPIs were categorised into
Performance Improvement or Service KPI2 f f SOGA GBSt & GKS&S | NB
A YL &SRQ (RetaiR bitBdsdicani fdund in appendix 1% 2

t SNF2NXI YOS LYLNRBGSYSyYyld Yt LQ{

Performance bdzYo SNJ 2F Yt LQ&A ! OKA % Achieved
Improvement

Ability to Measure KPI 7
Inability to MeasureKPI H§

SeverPerformance ImprovemerKP$ werebased on measurement in yea] were
achievedBelow are some highlights of theaehievements

1. Customer Satisfaction level with the Environmental Health Online Systems had a
target of 80%a survey of customers who engaged with the service on lineg@il
and Q2 had a customer satisfaction rate of 94.04%, this increas@go in the
survey of customers who engaged with the service on line during Q3 and Q4.

2. The Council carried out 18 surveys and consultations during 19/20 this exceeded the
target o seven

3. There were 968 responses sorveys and consultations during the yedrich also
surpassed the target of 615 responses.

4. The annual target foonline booking®f our Sports Facilities was 64,0@Bis was
achieved by Q3. By the end 2019/2020, the total number of online bookings was
124,604 nearly double the target.

5. The annual target foYitality membershipvas6,000 membersnd by theend d
2019/2020 membershipvas registering at0,902.

6. The annual target tancrease the number of people attending our leisure facilities
wasset at1.8 millionand by the end 02019/2020, total footfall at Councileisure
facilities was 1.96 million.

7. The impact of the Vitality Leisure programme was measured and 89% of members
felt that the programme encourages people to be more active, exceeding the target
of 75%.

SixPerformance ImprovemeriKPIqall of which related to customer satisfaction at Sports
Facilities)vereto be basedn measurement at year ends a result of COBH19these
facilitieswere closed at year emgthich meant that thecustomer satisfaction surveys could
not beundertaken as planneddowever Sports Service®ceived positive endorsements
regarding theVitality programme and facilities throughout quartersland this customer
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feedback has been captured in the case studies referenced in Section 2 of this Tépsrt.
positive feedbak by the end of quarter 3 demonstrattdsat the servie was on target to
achieve theKPls.

Appendix 2 provides a detailed breakdown of how the Councibp@ed against each
performance improvement KPI which was analysed either on a quarterly basis or at the end
of the financial year.

{9wxL/ 9 YtLQf

{ SNIDAOS Yt INumberofKR Qa Yt LQa ! OKA % Achieved

Ability to Measure KPI [l#4

Inability to measured [ks
KPI

The service KPIs coeera range of metrics measuring costs, occupancy levels, customer
satisfaction through to absence levels across every unit in the Council.

The Council achieved ®F (G KS 171 Yt LQ&a 0KI duing2d198020; 6t S 2
this equates to 77% (comparalile 75%during2018/2019).

There were notable improvementhiring2019/2020in areas such asood Hygiene and
Food Standardhspections as well @&rompt Payments inomparison to 2018019, see
trend chartsbelowand overleaf

Environmental Health

100.00 100.00 10000 10000 10000  100.00 10000 100.00
83.00 80.00 80.00
66.60

50.00 50.00
40.00

Jul Oct Jan Apr Jul Oct Jan Apr Jul Oct Jan Apr Jul Oct Jan Apr Jul
2016 2016 2017 2017 2017 2017 2018 2018 2018 2018 2019 2019 2019 2019 2020 2020 2020

Target | 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100

Date

Actual | 50.00 120.00 100.00 83.00 100.00 40.00 80.00 50.00 80.00 100.00 100.00 100.00 100.00 66.60 100.00 100.00

46 : Food Hygiene Legislation
Programme Compliance For Category A & B Premises
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Environmental Health

80.00 82.00 80.00

56.00
52.00 50.00

Jul Oct Jan Apr Jul Oct Jan Apr Jul Oct Jan Apr Jul Oct Jan Apr Jul
2016 2016 2017 2017 2017 2017 2018 2018 2018 2018 2019 2019 2019 2019 2020 2020 2020

Target| 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100
Actual | 69.00 100.00 80.00 113.00 52.00 56.00 50.00 82.00 3750 9200 90.00 100.00 100.00 100.00 100.00 80.00

Date

47 : Food Standards Legislation
Programme Compliance For Category A & B Premises

The Environmental Health Service is committed to continual improvement of the service.

The charts above show the significant improvements made in the areas of food hygiene and
food standards over the past two years. Ongoing business support and engagesttent

food businesses has resulted in improvements in food hygiene and food standards thereby
reducing the frequency of inspections and revisits required. This has enabled resources to

0S 0SOGUSN) dziAf AASR G2 YSSG (GKS C22R |1 @3ASyS

8396 195 | | s 200
8156 gpon — 7088 | 819 | s00 | 8200

Jul Oct Jan Apr Jul Oct Jan Apr Jul Oct Jan Apr Jul Oct Jan Apr
2016 2016 2017 2017 2017 2017 2018 2018 2018 2018 2019 2019 2019 2019 2020 2020

Target| 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85 85

Date

Acwal| 81,56 80.00 8396 7748 69.07 7355 79.88 81.95 81.00 8200 9300 87.00 9203 8966 9379 8940

16 : Prompt Payment
Percentage supplier invoices paid within 30 Days

In the case of the prompt paymengshown abovgand debta days (shown in the chart
overlea) there has been a significant improvement over the gasi years.

This is due to ongoing workithin the Finance Unit to improvéhe area of payment to
suppliers. An action plan for improvemt has beenin place and officers have been working
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together across all Council Departments to ensure that payments are aradidebts
recoveredin an efficient and effective manner.

45.00
P 42.00
38.00 3700 37.00
34.00 34.00 34.00 33,00
2 29.00 31.00

43.00

22.60

Jan Apr Jul

Oct
2018 2018 2018 2019
Target| 60 60 30 30 30 30 30 30 30 45 45 45 45 45 45 45
Actual| 38.00 40.00 27.00 2260 3400 30.00 3400 29.00

37.00 3400 4200 3300 37.00 31.00 4500 43.00

17 : Debtor Days
Average Number of Days to recover debts

Trends captured on serviééls withinthe PlanningUnit highlighted poor performance
during2018/2019 and2019/20 around the number of major and local applications
processed within the statutortargets,see trend chartbelow and overleatf.

Planning & Capital Development

484.60

324.90
307.30 28720

90.10 9270
6260 | | 7740 | 7930 7070

52.80 52.20
26,60 39.60 43.10

5o Jul Oct

Jul Oct Jul Oct
2016 2016

2018 2018 2019 2019
Target| 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30
Actual| 62.60 77.40 7930 26.60 70.70 307.30 90.10 39.60 32490 5280 9270 287.20 0.00 484.60 43.10 52.20

27 : Major Applications
Major planning applications processed within an average of 30 weeks.
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These KPIs have not been met since titansfer of the Planning function from Central
Government to the Coundih 2015,due to the nunter of legacy cases from the

Department of the EnvironmenAdditional resources have been introduced to close out

the balance of the legacy major applications. This will significantly improve our performance
in this area.

Similar to the Performanc&ILINE @SYSy i Yt LQa (KSNSSthateBS | ydz
impacted by COViR pd ¢ KS & S Yaciliti@sivhicNkete Iclas€dRr sérdcewhich

were stood down thereforefootfall, usage or satisfaction levelsere notmeasuredat year

end. However he services were on target to achieve them prior to the pamd; for

examplethe number of visitors to our parks and community centegseededhe targets

set by the end of Qarter 3 but facilities were subsequently closedMarch 2020.

Appendix 1 provides a detailed breakdown of how the Council perforrgathat each
service KPI, including explanatory notes where necessary. The KPIs were analysed on a
guarterly basis (where possible).
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