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Executive Summary  

Self-Assessment of Improvement Objectives 

Improvement Objective 2019/2020 
 

Council Self-Evaluation 

We will improve customer satisfaction by using technology to increase 
accessibility to information and services 

Target Achieved 

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 and promote health and wellbeing 

Target Achieved 

 

Self-Assessment against Statutory Indicators  

Ref Statutory Indicator  Council Self-Assessment  

ED1 The number of jobs promoted through business start-up 

activity 

Target Achieved  

P1 The average processing time of major planning applications Target not met but 

improvement of 22.6 weeks 

on previous year 

P2 The average processing time of local planning applications Target not met but 

improvement of 1.1 weeks 

on previous year 

P3 The percentage of enforcement cases processed within 39 

weeks 

 

Target Achieved 

W1 The percentage of household waste collected by district 

councils that is sent for recycling (including waste prepared 

for reuse) 

On track to meet target   

W2 The amount (tonnage) of biodegradable Local Authority 

Collected Municipal Waste that is landfilled 

On track to meet target   

W3 The amount (tonnage) of Local Authority Collected Municipal 

Waste arisings 

78,905 tonnes 
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Despite COVID-19 occurring in the final month of the financial year, the pandemic had a significant 

impact on all Council operations. The following tables show that a number of the council’s key 

performance indicators could not be measured. Further information is provided in section 5 of this 

report. 

Self-Assessment Performance Improvement KPI’s 
Performance 
Improvement  
 

Number of KPI’s  KPI’s Achieved  % Achieved Council Self-
Assessment 

Ability to Measure KPI 7 7 
 

100% Target 
Achieved 

Inability to measured KPI  6 N/A  N/A  
 

N/A 

 

Self-Assessment Service KPI’s 
Service KPI’s  Number of KPI’s  KPI’s 

Achieved  
% Achieved  
 

Council Self-
Assessment 

Ability to Measure KPI 77 59 77% 
 

Target not 
met but 
improvement 
of 2% on 
previous year 
2018/2019 

Inability to measured KPI  18 N/A  N/A N/A 
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SECTION 1: Introduction 

Context  
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 2019/2020 Performance 

Improvement Plan; 

 Statutory performance improvement indicators and standards for the functions of 

Economic Development, Planning and Waste for 2019/2020, including comparison 

with the previous two years; and  

 Performance information on self-imposed indicators and standards collected during 

2019-2020. 

The publication of this information fulfils in part the Council’s statutory requirement under 

Part 12, Section 92 of the Act.  

 

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 2019/2020 the Council set three 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 12 years and 

the Corporate Plan.  The Community Plan and related outcomes can be accessed using 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 using the following link: 

https://www.lisburncastlereagh.gov.uk/uploads/general/CORPORATE_PLAN_2018.pdf 

The ambition is to have improved the lives of those living in, working in or visiting the 

Lisburn and Castlereagh area within those 12 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 

https://www.lisburncastlereagh.gov.uk/uploads/general/Community_Plan_2017-2032_EMAIL.pdf
https://www.lisburncastlereagh.gov.uk/uploads/general/Community_Plan_2017-2032_EMAIL.pdf
https://www.lisburncastlereagh.gov.uk/uploads/general/CORPORATE_PLAN_2018.pdf
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contributing to the Community Plan and Corporate Plan outcomes. The results of the self-

assessment are included at Section 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 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 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.  

 

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. 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 2019-2020 
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 as a standing item 

• 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.  
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How the Council has got better in 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 home committees. 

The Council monitors complaints identifying underlying root causes and actions to enhance 

service provision.  

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 Council continued in year 

with the efficiency programme whilst the Portfolio office continued to promote the digital 

and transformation agenda. Within 2019/2020 the Council initiated a number on new 

arrangements all of which fall within the general duty to improve including but not limited 

to: 

 Introduction of a Corporate Health dashboard during 2019/2020 which helps the 

corporate management team assess performance against critical areas across the 

Council on a monthly basis 

 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 methods of interaction due to digitisation 

o the Environmental and Sustainability Working Group to address Climate 

Change issues 

 

 



SECTION 2: Performance Improvement Objectives - Self Assessment  
Improvement Objective 2019/2020 Council Self-Evaluation 
We will improve customer satisfaction by using technology to increase accessibility to information and 
services 

Target Achieved 

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 and 
promote health and wellbeing 

Target Achieved 

 

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

Outcomes contributing to our Community Plan / Corporate Plan include: 

 Public services are enhanced through co design and co-production 

 Our community has confidence in civic leadership 

 

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) 

We will improve 

customer 

satisfaction by 

using 

technology to 

increase 

accessibility to 

Environmental Health 
We will develop our 
existing suite of systems 
(known as the Tascomi 
Systems).  
•24/7 access to services 
•Facility to make online 
purchases and payments 

Environmental Health 
During the year, Environmental Health used the council’s 
“smart survey consultation tool” to measure customer 
satisfaction with the Tascomi systems to avail of their services. 
Online surveys were carried out in October 2019 and June 
2020 using a database of customers who engaged with 
Environmental Services, providing an average response rate of 
14% with an average satisfaction rate of 95%.   

 
Customer Satisfaction 
level with the 
Environmental Health 
Tascomi System 
Target 80% 
 
 

 
See Case 
studies for 
examples of 
outcomes 
achieved to 
date. 
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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) 

information and 

services 

 

•Customer profiling 
•Intelligence on customer 
needs and preferences 
•Improved marketing 
data 
 
 
 
 
Sports Services 
We will introduce the 
‘Legend” leisure software 
into Sports Services 
The introduction of this 
software will bring about 
a number of 
improvements which will 
ultimately benefit 
customers including; 
•24/7 online booking 
facility. 
•The introduction of a 
dedicated Legend App to 
assist customers in 
making facility bookings. 

The Service has been liaising with the software provider to 
develop an integrated customer satisfaction tool however, 
this system enhancement has been affected by the current 
COVID-19 Pandemic and has taken longer than anticipated 
because it involves an external party.  Work on the 
development of this tool will continue into the 2020/2021 
financial year. 
 
 
Sports Services  

Following the launch of the Legend App in November 2019, 
4,351 people had downloaded the App by the end of March 
2020, enabling members to book classes and activities from 
their mobile device.  A library of home workouts was also 
published on the App and notifications were pushed to 
members to alert them of new classes. Plans are also being 
progressed to incorporate live workouts into the App in 
Quarter 1 of 2020/2021. 
 
4,563 ‘head’ members (lead person in the membership) 
received a weekly e-zine with a 96.2% delivery rate. The e-zine 
included membership news and more recently details on the 
closure of facilities and home workout videos. 
 
Legend software has enabled 124,604 customers to book 
online from April 19 - March 20 with 32,406 online bookings in 

 
 
 
 
 
 
 
 
 
 
Customer Satisfaction 
levels of sports 
facilities  
Annual target 90% 
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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) 

•The introduction of 
Legend Booking Kiosks at 
the Dundonald 
International Ice Bowl, 
Lagan Valley LeisurePlex 
and Lough Moss Leisure 
Centre to help assist 
members and non-
members make bookings. 
•Better invoicing system 
with quicker turnaround 
times for payments  
•Improved customer 
profiling in terms of the 
gathering and use of data 
relating to customer 
demographics such as 
age, gender, place of 
residence etc. 
•Improved Intelligence 
on customer needs and 
preferences. 
•Improved 
links/connections 
between Sports Services 
social media/web 

Quarter 4. (This has exceeded the quarterly target of 16,000). 
Information from the system is indicating that users are 
availing of the 24/7 booking facility. This therefore creates a 
better customer experience and stops queues at facilities. 
 
The online booking system for tenpin bowling at Dundonald 
Ice Bowl was developed in Q4 due to the increased demand 
for bowling as part of the Vitality membership package.  
Legend booking kiosks were delivered to Lough Moss Leisure 
Centre and Lagan Valley LeisurePlex.  The launch of these was 
delayed due to the closure of the facilities as a result of 
COVID-19. 
 
Following market research and a GIS mapping exercise of the 
current membership base, opportunities to promote Vitality 
Membership in the East of the Council area were identified. In 
response to this a new pop up gym in Billy Neil MBE Country 
Park and new Vitality Golf package was created, but again due 
to the closure of facilities, the planned launch of the 
membership was deferred at the end of financial year as a 
result of COVID-19.  
 
Due to the lockdown and closure of facilities on 18th March, 

the planned customer satisfaction survey for the year end did 

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 and 
establish KPIs to measure 
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 cohesive approach.  A weekly e-zine 

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 to 
improve the customer service access points. Additional 
physical changes have been made since March 2020 in 
response to COVID-19 including Perspex pods built to 
facilitate social distancing between customers and staff.  
 
 
 
 
This was completed and launched in April 2019. KPIs were 
introduced for every service in the organisation around 
telephone answering and customer satisfaction in a number 
of front line services. 
 
 

 
 
 
 
 
 
 
 
Achievement of 
milestones to open 
the customer service 
access points 
 
 
 

 

 



What difference did we make? Case Studies  
The aim of this Performance Improvement Objective was: 

 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. 

Some highlights include the following:  

 

Environmental 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 manner on a 24/7 basis.  Customers have also indicated that using 

the services online is of particular benefit to those who do not have access to transport to 

visit the Council Offices. During the travel restrictions imposed as a result of the COVID-19 

Pandemic the ability to be able to avail of services and communicate with the 

Environmental Health Unit through online services was particularly beneficial during the 

lockdown period. 

The following are some examples of the direct feedback and testimonials provided as a 

result of the online survey launched in June 2020. (This survey was delayed from April due to 

COVID-19.) 

 “Very straightforward process to renew a dog licence.” 

“It’s very convenient. I have been using this service for several years now. Would be great 

if other things could be added, for example applying for birth certificates, marriage 

licence.” 

“Very efficient.” 

 “The online process was very easy and quick.” 

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

“It's so convenient to buy my dog licenses online and I appreciate the email reminders. I 

find the service is easy to navigate and use.” 

“All the links were easy to follow even for someone with no IT knowledge.” 

“Very well laid out & easy to complete dog licence application.” 

 “Good service especially for pensioners.” 
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 “I find the on-line service very handy 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 around to dealing with council-related 

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

thank you for asking for public opinion.” 

“It is very handy to be able to do all these things online. Also I have been using the website 

for updates on amenities etc. during the COVID lockdown which have been full of good 

info.” 

“Despite the challenges of council staff working from home at the minute, my query was 

answered quickly and handled promptly. Thanks everyone.” 

 “The system is idiot proof.” 

“Everything was very straight forward and hassle free.” 

 

Sports Services Outcomes 

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 basis.  This has 

allowed customers to make bookings outside of facility operating hours, which has reduced 

queues at reception and put less pressure on phone lines. Advances in technology have 

included greater usage of the Vitality App and online Vitality Memberships.  The 

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 also developed in Quarter 4 in response to 

the increased demand for bowling as part of the Vitality membership package.



Performance Improvement Objective 2 
We will use information technology to improve citizen engagements  

Outcomes contributing to our Community Plan / Corporate Plan include: 

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

 Our community has confidence in civic leadership 

 

Performance 

Improvement 

Objective 2  

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 use 

information 

technology to 

improve citizen 

engagements 

We will use a citizen 
engagement platform 
known as ‘Smart 
Survey’ as a 
consultation method 

All Council Departments and Services were actively 
encouraged to use Smart Survey to engage with citizens 
and where possible publish consultation outcome reports 
during 2019/2020.  
18 Surveys were completed during the year which 
exceeded the annual target of 7. Using online surveys has 
encouraged more responses because respondents can do 
so at time convenient to them. In total 968 responses were 
made to the 18 surveys, this also far exceeded the target of 
615 responses.  
This tool has facilitated the Council’s strategic approach to 
consultation. 
 
 
 
 
 

Number of surveys and 
consultations carried out 
on the smart survey 
platform 
 
Number of responses to 
surveys and consultations 
carried out on the smart 
survey platform 

 
See Case studies 
for examples of 
outcomes 
achieved to date. 
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What difference did we make? Case Studies  
The aim of this Performance Improvement Objective was: 

• 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. 

 

In keeping with the expectation of citizens that we are available 24/7 to listen to them, the 

council uses social media to deliver information about its services, get feedback and 

promote consultations.  To allow citizens to respond to these consultations at a time 

convenient to them we have been using Smart Survey - an online engagement tool, also 

available 24/7.  

Through the combined use of social media and Smart Survey we have reached more citizens 

and therefore increased our consultation responses. These invaluable responses have been 

used to improve the efficiency and effectiveness of council services, offering 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 participation and promote health and wellbeing  

Outcomes contributing to our Community Plan / Corporate Plan   

 We live healthy 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 

We will provide ‘Vitality’ 
household membership 
to enable users to avail of 
our Leisure facilities and 
encourage participation 
and promote health and 
wellbeing. 

The cumulative total number of online bookings was 124,604 
bookings since April 2019, far exceeding the annual target of 
64,000. 
 
 
At end of Quarter 4 total members reached 10,902 this far exceeds 
the annual target of 6,000 memberships. When facilities closed 
due to COVID-19, some memberships were cancelled but the 
majority of members were happy to have their membership frozen 
until facilities re-opened. 
 
The annual footfall of all Leisure Facilities was 1,955,278, 
exceeding annual target by 8.5% 
 

Number of online bookings 
at leisure facilities  
Quarterly target 16,000 
Annual target 64,000 
 
Number of people taking 
out the Vitality membership  
Annual target 6,000 
 
 
 
Number of people attending 
our leisure facilities  
Annual target 1,800,000 
 

 
See Case studies 
for examples of 
outcomes 
achieved to date. 
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What difference did we make? Case Studies 
The aim of this Performance Improvement Objective was: 

• 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  

• To ensure that:  

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

health  

o 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 the Vitality household membership has brought about the 

following: 

In the 2019/2020 financial 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 months 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. 

More than 126 weekly adult classes and just under 50 children’s classes per week are 

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 Vitality Members, 80% of respondents were attracted to 

join Vitality because they felt it was ‘Good Value for Money’ while 52% of respondents 

perceived that Vitality was accessible to those on low incomes. The choice of classes and the 

ability to try new activities 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 members utilising 

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 of paying members 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 April 2019, which 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 highlighted in the following 

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

start of lockdown. 

“The active ageing classes and being able to use all the facilities in the various leisure 

centres. Looking forward to going back! Meanwhile thanks for the videos.” 

“Cheers! Managed to do this work out! Result! Thanks for all the exercise and 

encouragement” 

“I miss going to the classes… meanwhile, thanks for this Ryan! I’m doing this today” 

‘”Miss the classes, but it’s great to see some familiar faces.” 

“Just done this workout brilliant, thank you guys, stay safe.” 

“Thank you so much, love the children’s participation” 

“Very good Gareth well put together” 

“Love this I’m looking forward to my new garden body” 

“Sam you never fail to make me smile” 

 

 

Video Testimonies from Vitality members below. 

To view the videos, click on the hyperlinks below: 

Sandra Jennings Testimonial  

Billy Kelly Testimonial  

https://vimeo.com/425584553
https://vimeo.com/425580452
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SECTION 3: Statutory Indicators – Self Assessment  
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 2019/20, the Council’s data for 2018/19 

and 2017/18 has also been included to show comparisons.  

Ref Statutory Indicator Standard to be 

met (annually) 

Result  

2017/18 

Year End 

2018/19    2019/20 

Explanation of 2019/2020 result 

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.) 

 

85 

  

96 

  

140   

  

112 

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 across all 

11 Councils. For LCCC this has resulted in 112 jobs being created 

in 2019/2020 versus 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 had 

been forecasted. This was due to delivery performance issues 

with one of the Enterprise Agencies delivering within LCCC.  

For 2019/2020 the Council has risen to 4th 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 2020/2021 is 138 jobs against an unchanged 

statutory indicator of 85 jobs. 

P1 The average processing time of major 

planning applications. 

[An application in the category of major 

development within the meaning of the 

Planning (Development Management) 

Regulations (Northern Ireland) 2015(a)] 

Major 

applications 

processed from 

date valid to 

decision or 

withdrawal 

94 weeks 78 

weeks 

 

 

55.2 

weeks 

Target not achieved  

The Northern Ireland average for processing major applications 

was 52.8 weeks.  LCCC continue to show significant improvement 

in processing times against the major category of 



 
  

20 | P a g e  
 

Ref Statutory Indicator Standard to be 

met (annually) 

Result  

2017/18 

Year End 

2018/19    2019/20 

Explanation of 2019/2020 result 

within an 

average of 30 

weeks. 

application.  This Council is one of only three Councils to 

demonstrate improved processing times in this area. 

P2 The average processing time of local 

planning applications. 

[Local applications means an application 

in the category of local development 

within the meaning of the Planning 

(Development Management) Regulations 

(Northern Ireland) 2015, and any other 

applications for approval or consent 

under the Planning Act (Northern Ireland) 

2011 (or any orders or regulations made 

under that Act)] 

Local 

applications 

processed from 

date valid to 

decision or 

withdrawal 

within an 

average of 15 

weeks. 

22 weeks 17.7 weeks  

 

 

16.6 

weeks 

Target not Achieved  

The Northern Ireland average for processing local applications 

was 14 weeks.  We continue to show improvement in processing 

times against the major category of application.  Our 

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 Council would have achieved a 

performance of 15.8 weeks.  

As local applications are the majority of applications received by 

Council there remains a focus on reducing the processing times 

for these types of application.    

P3 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).] 

70% of all 

enforcement 

cases 

progressed to 

target 

conclusion 

within 39 weeks 

of receipt of 

complaint. 

78% 

 

84.5% 

 

84% 

 

Target Achieved 
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Ref Statutory Indicator Standard to be 

met (annually) 

Result  

2017/18 

Year End 

2018/19    2019/20 

Explanation of 2019/2020 result 

W1 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)] 

50% household 

recycling by 

2020 

46.32% 48.1% 50.79% Target on track 
LCCC has achieved the target of 50% of household recycling 
(subject to validation).  
The validated 2019/2020 figure will be included in the NIEA NI 
Local Authority Collected Municipal Waste Statistics annual 
report when published later this year. (Approx November) 
 

W2 The amount (tonnage) of biodegradable 

Local Authority Collected Municipal 

Waste that is landfilled. 

[Local authority collected municipal waste 

is as defined in section 21 of the Waste 

and Emissions Trading Act 2003(c)] 

2017/18 - 18580 

 

2018/19 - 17512 

 

2019/20 - 16444 

16,458 

tonnes 

16,108 

tonnes 

14,373 

tonnes 

Target on track  
LCCC has complied with landfill allowances available (subject to 

validation).  

The validated 2019/2020 figure will be included in the NIEA NI 

Local Authority Collected Municipal Waste Statistics annual 

report when published later this year. 

 

W3 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] 

N/A 74,992 77,861 78,905 2019/2020 figure is subject to final validation by NIEA/DAERA 

and will be included in their annual statistical report when 

published later on this year.  
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SECTION 4: 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.  

In addition to this Lisburn & Castlereagh City Council joined APSE Performance Networks 

during 2016/2017.  We have been actively participating in this forum and have submitted 

performance data for the 2019/2020 period. Benchmarking is still work in progress for all 

councils, as we continue 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 2018/19 

is the most up to date annual, validated data available. 

 

Planning Key Performance Indicators  

The following is an analysis of the Annual Statistical Bulletin (April 2019 – March 2020) 
produced by the Department for Infrastructure (DfI) on 2 July 2020 relative to Lisburn & 
Castlereagh City Council.  
The Bulletin provides an overall view of planning activity 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. 
 

 2018/2019 2019/2020 

NI Planning Applications 12, 541 12,207 

LCCC Planning Applications 960 963 

LCCC Decisions Issued 914 935 

LCCC Applications Approved 866 859 

  
 
The Bulletin indicates that the overall Northern Ireland approval rate for all planning 
applications for 2019/2020 was 94%, a modest increase in the 2018/2019 (93.2%).Seven 
councils reported an increased approval rate compared with last year with four reporting a 
decline.  Lisburn & Castlereagh City Council reported the largest decrease down from 94.7% 
to 91.9%.  The approval rate trend over the 4 quarters is reflected in the chart overleaf. 
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Processing legacy applications continued to be a focus for the Unit in the 2019/2020 
business year.  This was in addition to a specific focus on improving processing times in 
respect of local applications which had an impact on output with regard to older cases. It is 
recognised that increasing the overall timeliness of 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 

and environmental implications.  The number of major applications received across 

Northern Ireland during 2019/2020 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.  A total of 

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 weeks from the 59.0 week reported 

for the 2018/2019 business year.  Two Councils met the statutory target of 30 weeks in 

2018/2019. Average processing times for processing major applications in LCCC at the 

2019/2020 year end was 55.2 weeks which was an improvement of 22.8 weeks on the 

previous year.   

The processing time of major planning applications. 

 

Source: https://www.infrastructure-ni.gov.uk/articles/planning-activity-statistics 
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Local applications are typically residential and minor commercial applications.  The number 

of local applications received across Northern Ireland during 2019/2020 was 12,207 a 

decrease of 2.7% from the 12,541 applications received during 2018/19. The number of 

local planning applications decided in 2019/2020 was 11,747 a decrease of 3.4% when 

compared with the 2018/2019 figure 12,156. LCCC received 952 local applications which 

was consistent with the number received the previous year 949.  A 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 network was noted in the Annual Bulletin to be 

14.0 weeks representing an improvement of 0.84 weeks when compared with 2018/2019 

(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 average processing times by council, 2018/2019 & 2019/2020 

 

Source: https://www.infrastructure-ni.gov.uk/articles/planning-activity-statistics 

Approximately 168 of the 900 local decisions issued fell into the legacy category (this is pre 

April 2015), the oldest application being a 2011 former Department of the Environment 

application. This is in addition to 46 legacy applications being withdrawn.   

Since March 2020, the Council has been focused on dealing with the COVID 19 emergency 

and continued operation of critical services remains its priority.    As a consequence, the 

Planning Unit has been unable to perform against the statutory target during the month of 

March 2020.   This is reflected in the fact that 46 less planning applications were decided in 

Q4 than had been received.  This is not typical of the performance of the previous three 

quarters. As a result of officers working from home with only limited access to the office it 

was impossible to process the number of applications required to repeat the performance in 

the two previous quarters.  It is estimated on a manual count of those decisions that had 

been processed but not issued that the Council would have achieved an average processing 

time closer to the statutory target of 15 weeks.     

https://www.infrastructure-ni.gov.uk/articles/planning-activity-statistics
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Economic Development KPI comparisons 2019/2020 
No. of jobs promoted through business start-up activity - KPI comparisons 18/19 vs 19/20 

  

The table above conveys the number of jobs promoted through business start-up activity in 
each of the 11 Northern Ireland Councils. Business start-up activity means the delivery of 
completed client led 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 
have been worked out based upon each Council’s local business base and percentage of 
economically active population.   

For 2019/2020 LCCC is ranked 4th in terms of jobs promoted versus this statutory target, this 
target number of jobs is reflective of the council’s total business base and number of 
population within the Council area who are economically active. 

In terms of overall jobs promoted from 2018/2019 to 2019/2020 the overall absolute jobs 
total declined across the region from 1,805 to 1,726.  During this period the NIBSUP (NI 
Business Start-up Programme) was already well established and 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 with a continued period of under-performance against 
SLA targets by delivery partners noted throughout the year. 

Also of note for this financial year was the effect of increased restrictions due to the COVID-
19 pandemic in the run up to year end. For comparison purposes, for the month of March 
2019 alone the Programme produced Nationally 181 Jobs whilst the equivalent period in 
2020 produced 126 Jobs – a direct impact of 55 Jobs nationally. Whilst it is clear that similar 
to many other programmes NIBSUP has also been impacted by the effects of COVID-19, 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 strive to outperform against its statutory target. 

 Statutory 
Target 

2018-19 
Actual 

% 
Delivery 

2018-19 
Ranking 

2019-20 
Actual 

% 
Delivery 

2019-20 
Ranking 

Antrim & 
Newtownabbey 

80 105 131% =4 106 133% 3 

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

Armagh Banbridge & 
Craigavon 

165 221 134% 3 229 139% 2 

Belfast 325 264 81% 11 258 79% 11 

Causeway Coast & Glens 125 142 114% 7 120 96% 8 

Derry & Strabane 140 139 99% 9 133 95% 9 

Fermanagh & Omagh 170 170 100% 8 172 101% 7 

Lisburn & Castlereagh 85 140 165% 1 112 132% 4 

Mid & East Antrim 85 124 145% 2 122 144% 1 

Mid Ulster 210 204 97% 10 185 88% 10 

Newry Mourne & Down 155 184 119% 6 183 118% 6 
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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 2018/2019, 

published November 2019. 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 Agriculture, 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 Lisburn & Castlereagh City Council are summarised below:- 
 

 Lisburn & Castlereagh City Council collected 77,861 tonnes of LAC municipal waste in 
2018/2019 compared with 74,992 tonnes in 2017/2018, an increase of 3.8%. 

 

 In 2018/2019, 48.1% of LCCCs household waste was sent for preparing for reuse, dry 

recycling and composting, 1.8% higher than the 2017/2018 rate of 46.3%. The 

improvement in performance between 2017/2018 and 2018/2019 demonstrates 

that Council is progressing towards achievement of the 50% household waste 

recycling target for 2020. Council however recorded the lowest household dry 

recycling rate at 18.4%, well below the Northern Ireland average of 23.9%. 

 

 The LCCC LAC (Local Authority Collected) municipal waste energy recovery rate was 
6.2% in 2018/2019, compared to 5.9% recorded in 2017/2018. 

 

 The Council’s landfill rate for household waste recorded was 44.7% in 2018/2019, a 
decrease of 2.2 percentage points from 2017/2018 (46.9%). The landfill % was 
however higher than any other Council. 

 

 There were 16,108 tonnes of BLACMW (Biodegradable Local Authority Collected 
Municipal Waste) sent to landfill during 2018/2019, compared to 16,458 tonnes sent 
in 2017/2018. This was utilisation of 92%, of the allocated allowances available for 
the scheme year 2018/2019.  

 

A copy of the Annual 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/lac-municipal-waste-

2018-19-report.pdf  

https://www.daera-ni.gov.uk/sites/default/files/publications/daera/lac-municipal-waste-2018-19-report.pdf
https://www.daera-ni.gov.uk/sites/default/files/publications/daera/lac-municipal-waste-2018-19-report.pdf
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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 a slight increase of 0.55 days’ absence per employee, from 13.35 days in the 
period 2018-2019 (which was the lowest absence rate since the Council formed) to 13.90 
days in the period 2019-2020.   
 
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. 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.  

Absence management reports were 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 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        

          

          

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

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 5 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: 

 

 

 

 

 

 

 

 

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 explore further benchmarking opportunities with other Councils to 

develop best practice. 

The LCCC Finance Team has set up a Prompt Payment User/Working Group with 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 

LCCC’s Prompt Payment figures and ensure suppliers are paid promptly and efficiently. 
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SECTION 5: Self-assessment of Self-Imposed Indicators 
The Council had 108 internal KPI’s during 2019/2020 to monitor and track operational 

performance across all functional areas. These internal KPIs were categorised into 

Performance Improvement or Service KPIs. Collectively these are referred to as ‘self-

imposed’ indicators. (Details of these can be found in appendix 1& 2)  

 

Performance Improvement KPI’S   

Performance 
Improvement  
 

Number of KPI’s  KPI’s Achieved  % Achieved 

Ability to Measure KPI 7 7 
 

100% 

Inability to Measure KPI  6 N/A  N/A  
 

 

Seven Performance Improvement KPIs were based on measurement in year, all were 

achieved. Below are some highlights of these achievements: 

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 line during Q1 

and Q2 had a customer satisfaction rate of 94.04%, this increased to 96% 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 of seven.  

3. There were 968 responses to surveys and consultations during the year which also 

surpassed the target of 615 responses. 

4. The annual target for online bookings of our Sports Facilities was 64,000, this was 

achieved by Q3. By the end of 2019/2020, the total number of online bookings was 

124,604 nearly double the target. 

5. The annual target for Vitality membership was 6,000 members and by the end of 

2019/2020 membership was registering at 10,902. 

6. The annual target to increase the number of people attending our leisure facilities 

was set at 1.8 million and by the end of 2019/2020, total footfall at Council leisure 

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%. 

Six Performance Improvement KPIs (all of which related to customer satisfaction at Sports 

Facilities) were to be based on measurement at year end. As a result of COVID-19 these 

facilities were closed at year end which meant that the customer satisfaction surveys could 

not be undertaken as planned. However, Sports Services received positive endorsements 

regarding the Vitality programme and facilities throughout quarters 1-3 and this customer 
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feedback has been captured in the case studies referenced in Section 2 of this report. This 

positive feedback by the end of quarter 3 demonstrates that the service was on target to 

achieve the KPIs. 

Appendix 2 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. 

 

SERVICE KPI’S 

Service KPI’s  Number of KPI’s  KPI’s Achieved  % Achieved  
 

Ability to Measure KPI 77 59 77% 
 

Inability to measured 
KPI  

18 N/A  N/A 

 

The service KPIs covered a range of metrics measuring costs, occupancy levels, customer 

satisfaction through to absence levels across every unit in the Council. 

The Council achieved 59 of the 77 KPI’s that were able to be measured during 2019/2020, 

this equates to 77% (comparable to 75% during 2018/2019).    

There were notable improvements during 2019/2020 in areas such as Food Hygiene and 

Food Standard Inspections as well as Prompt Payments in comparison to 2018/2019, see 

trend charts below and overleaf.   
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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 engagement with 

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 

be better utilised to meet the Food Hygiene and Food Standards KPI’s. 

 

 

In the case of the prompt payments (shown above) and debtor days (shown in the chart 

overleaf) there has been a significant improvement over the past two years.  

This is due to ongoing work within the Finance Unit to improve the area of payment to 

suppliers.  An action plan for improvement has been in place and officers have been working 
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together across all Council Departments to ensure that payments are made and debts 

recovered in an efficient and effective manner.   

 

 

Trends captured on service KPIs within the Planning Unit highlighted poor performance 

during 2018/2019 and 2019/20 around the number of major and local applications 

processed within the statutory targets, see trend charts below and overleaf. 
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These KPIs have 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.  

 

Similar to the Performance Improvement KPI’s there were a number of KPI’s (18) that were 

impacted by COVID-19. These KPI’s related to facilities which were closed or services which 

were stood down, therefore footfall, usage or satisfaction levels were not measured at year 

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

example the number of visitors to our parks and community centres exceeded the targets 

set by the end of Quarter 3 but facilities were subsequently closed in March 2020.     

 

Appendix 1 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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Appendix 1 – Service Key Performance Indicators (KPIs) 
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Appendix 2 – Evidence to support the Performance Improvement Objectives 
Evidence to support the Performance Improvement Objective 1 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
  

45 | P a g e  
 

Evidence to support the Performance Improvement Objective 1 (Continued) 

 

 

Evidence to support the Performance Improvement Objective 2 
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Evidence to support the Performance Improvement Objective 3 
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Contacts for Feedback and Review 

 

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

the following methods: 

 

Website: https://www.lisburncastlereagh.gov.uk/council/council-

departments/performance-improvement 

 

Telephone: Performance Improvement Officer on 028 9250 9559  

 

 

Email: kerrie-anne.mckibbin@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 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://www.lisburncastlereagh.gov.uk/council/council-departments/performance-improvement
https://www.lisburncastlereagh.gov.uk/council/council-departments/performance-improvement
mailto:kerrie-anne.mckibbin@lisburncastlereagh.gov.uk?subject=Performance%20Improvement%20Plan

