1. INTRODUCTION
The Consultation on Lisburn & Castlereagh City Council’s Draft Improvement Plan for 2019/20 closed on 24th May 2019.
The Improvement Objectives and associated projects consulted upon were:
Performance Improvement Objective
What will we do in 2019/20?
We will improve customer satisfaction We will develop our existing suite of systems within our Environmental Services (known as the Tascomi Systems).
This will have the following benefits:
by using technology to increase
•24/7 access to services
accessibility to information and
•Facility to make online purchases and payments
services
•Customer profiling
•Intelligence on customer needs and preferences
•Improved marketing data
We will introduce a new software system into Sports Services (known as the ‘Legend’ System). 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 App to assist customers in making facility bookings.
•The introduction of 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 platforms and the leisure booking
software.
We will review our approach to customer service access points throughout the year to reflect changing methods of
interaction due to digitisation.

We will use information technology to
improve citizen engagements

We will launch a revised Customer Service Guidelines document within the year and establish KPIs to measure
this.
We will use a citizen engagement platform known as ‘Smart Survey’ as a consultation method

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

What will we do in 2019/20?
We will provide ‘Vitality’ household membership to enable users to avail of our Leisure facilities and encourage
participation and promote health and wellbeing

2. CONSULTATION METHODS
Consultation included staff, elected representatives, community/voluntary groups, local businesses, representative business organisations, Section 75 and
statutory consultees. The Council also conducted focus groups, made use of social media, as well as the Councils online survey tool. In addition the Council
website provides contact details encouraging individuals or organisations to submit views at any time during the year.
The Performance Improvement Plan was made available in draft format on the Council’s website and promoted through social media during April and May.
Social Media analytics indicate that a reach of 11,833 users was achieved via Facebook and 4,731 Twitter impressions. In addition to this two focus groups
were held in May targeting a range of consultees representative of the section 75 groups from the Community Planning database. These focus groups
deliberated over each of the Improvement Objectives and the fact that three new objectives were being identified focussing very much on the customer,
and time was spent discussing the improvement projects that sit behind each objective and the delivery of these.
At the close of the consultation a total of 50 responses were received from the online survey and a range of comments from the focus groups which were
attended by 15 people.

3. CONSULTATION FINDINGS
See overleaf for an analysis of the online survey

1. What is your main interest in responding to this consultation? (Tick all that apply)
Response Response
Percent
Total
1

Citizen / Ratepayer

74.00%

37

2

Local Business

6.00%

3

3

Community Group

10.00%

5

4

Statutory Sector

0.00%

0

5

Voluntary Sector

10.00%

5

6

Staff

26.00%

13

answered

50

skipped

0

2. Improvement Objectives Have we got this Improvement Objective right? (please tick)
OBJECTIVE 1
We will improve customer satisfaction by using
technology to increase accessibility to information and
services

Yes

No

Don't Know

Response
Total

86.0%
(43)

8.0%
(4)

6.0%
(3)

50

answered

50

skipped

0

Matrix Charts
2.1. We will improve customer satisfaction by using technology to
increase accessibility to information and services

Response Response
Percent
Total

1

Yes

86.0%

43

2

No

8.0%

4

3

Don't Know

6.0%

3

answered

50

Summary of comments on OBJECTIVE 1

Council Response

Using technology, must be accessible to all.
A good percentage of the population do not have
access to information technology and do not
regularly use computers, tablets, etc.
While I support this objective I am concerned for
those who do not use technology well. I do include
people in the normal working age bracket and don't
specifically mean OAP's as I know all ages can
struggle with technology.

Current methods of communication within the
Council will continue to be supported and
technology is another tool to contact the Council.

Summary of comments on OBJECTIVE 1

Would be nice to see more services available online,
such as registrar appointments, leisure centre
activities.
LCCC needs to move with the times in relation to
online technology accessible to customers 24/7

Council Response
LCCC will improve customer satisfaction by using
technology to increase accessibility to information
and services. During 2019/20 we will develop our
existing suite of systems within our Environmental
Services and introduce a new software system into
Sports Services both of which will have the following
benefits:
•24/7 access to services
•Facility to make online purchases and payments
In the case of the system within Sports services there
is the facility to book classes and leisure facilities.
The Council are moving to more digitisation, to
enable more 'out of hours' access to services

3. Have we got this Improvement Objective right? (please tick)
OBJECTIVE 2
We will improve citizen engagement and service
delivery by enhancing our use of information
technology

Yes

No

Don't Know

Response
Total

82.0%
(41)

10.0%
(5)

8.0%
(4)

50

answered

50

skipped

0

Matrix Charts
3.1. We will improve citizen engagement and service delivery by
enhancing our use of information technology

Response Response
Percent
Total

1

Yes

82.0%

41

2

No

10.0%

5

3

Don't Know

8.0%

4

answered

50

Summary of comments on OBJECTIVE 2
This objective had the potential to alienate
customer and dissuade then from using services

Council Response

Current methods of communication within the
However, there remain a good percentage of
Council will continue to be supported and
the population who do not have access to
technology is another tool to contact the
information technology and do not regularly use Council.
computers, tablets, etc.
Using technology, must be accessible to all.

Summary of comments on OBJECTIVE 2

Not all engagement might be online or using
digital

Council Response
This online consultation method will be used to
compliment other engagement methods that
the Council use that range from; press releases
to focus groups, public meetings and
information sessions, and face to face surveys

4. Have we got this Improvement Objective right? (please tick)
OBJECTIVE 3
We will increase the number of people availing of our
leisure facilities and encourage participation and
promote health and well being

Yes

No

Don't Know

Response
Total

82.0%
(41)

6.0%
(3)

12.0%
(6)

50

answered

50

skipped

0

Matrix Charts
4.1. We will increase the number of people availing of our leisure
facilities and encourage participation and promote health and well
being

Response Response
Percent
Total

1

Yes

82.0%

41

2

No

6.0%

3

3

Don't Know

12.0%

6

answered

50

Summary of comments on OBJECTIVE 3

Council Response

I would also like to see a targeted approach
through a pilot scheme for deprived areas for
children and young people to encourage
participation. This needs to be co-designed with
children and young people at the centre of
decision making.

The Vitality programme is a household
membership and there are discounts available
for those who are economically disadvantaged
and are in receipt of benefits.
In terms of targeting specific groups that is
something the Council could consider as the
membership programme develops.

My only concern is that if the facility will be able
to accommodate increased number of people, it
is very crowded in leisure centre in Lisburn
already. Maybe there is a way to increase
number of booking in off-peak hours by giving
discounts? evening and days when children off
school are so busy last time I was late on my

The Leisure facilities have peak and off peak
times as is the nature of the service that it is
providing. The Council will continue to monitor
usage. The Vitality household membership is
already providing evidence that the facilities
are being used more in off peak times.

Summary of comments on OBJECTIVE 3

Council Response

class because of the queue in lagan valley leisure
centre was 30 mins

Need more swim facilities, Lisburn pool v overcrowded. For a city, this is simply not good
enough.
Pool needed in Lough moss.

The Council will continue to monitor usage. The
Vitality household membership is already
providing evidence that the facilities are being
used more in off peak times.
The Leisureplex pool is approximately 7 miles
from Carryduff. It is a significant cost to the
Council to run a swimming pool.

The Vitality scheme is excellent
Vitality project is fantastic!
That's a good one, thank you.
This is really important. Wallace Park is very
important for free access to health and
wellbeing activities, such as ParkRun and
ParkWalk. However, these events are cancelled
frequently to allow other council events to
happen. There's really no need for the park to
be closed for that one hour each Saturday
morning, e.g. for "prep" for the Mayor's Show,
Halloween, buses to take those from outside of
Lisburn to the Balmoral Show etc. These events
need to be given the priority that they deserve
and not cancelled needlessly

Unfortunately it is essential to close the park
from a health and safety perspective while
plant machinery and large vehicles are in the
park to set up events or provide transportation
to other locations such as Balmoral Show.
These occasions only happen a few times a
year and the Council endeavours to keep these
to a minimum.

5. What improvements would you like to see Lisburn & Castlereagh City Council make
in the future?

Summary of comments

Council Response

More evening activities, bars with outdoor seating area,
more continental style
Shops need to be opening in Lisburn. Not shutting or
moving
I think you could market yourselves and the Council area
better
This will be considered and shared with
Economic Development colleagues.
More vibrant 'city'
More hotels
Need to bring better shopping / leisure outfits to city
centre, integration for all and breath of new life, Lisburn
has changed in the last 10 years it is time the city reflects
this
Engagements with outlying small villages to make
transport links better.
Lobby for better infrastructure and parking at Moira
train station.

There is a specific action within the
current Community Plan which focuses
on better infrastructure and
transportation.

Create the same access to facilities across rural areas
More involvement from children and young people
taking ownership of their communities/areas, being
involved in decisions and helping address some of the
issues in the area.

There is a specific action within the
current Community Plan which focuses
on children and young people.
The Community Plan has also developed
a Youth Council.

Sort out the planning department, application times and This will be considered and shared with
the Planning Unit colleagues
communication are disgraceful!
For the Elected members to work for everyone in the
community and not just the communities who have
themselves in formal structures such as community
groups.
a more just distribution among DEAs

This will be considered and shared with
Member Services colleagues

Door step glass recycling, a large amenity site away from
Carryduff (Drumlough road is tiny and only takes very
little),
Ensure the city stays clean & attractive. Council needs to
ensure it moves with the times to keep in touch with
residents & be relevant. Investment in electric charging
points
Brown bin collection every week throughout the
This will be considered and shared with
summer months, the flies, maggots and smells cannot be Environmental Services colleagues.
good for anyone. (I do regularly clean the bin, 2 weeks is
too long)
Environmental improvements, promoting green/blue
spaces, reduction in emissions and transformational
energy production/consumption
For back gate collections of bins a Drs letter is required,
not a good use of time. Production of blue card should
be sufficient.
Improve appearance of Borough by removing weeds at
Moira roundabout at at traffic islands etc in Moira,
maghaberry etc - not to do this and then to add in
barrels of flowers is rather odd.
Fix the roads!

These are not Council responsibilities
but that of Department of
Infrastructure

Better value for money for ratepayers. More grass verge
cutting to make the place look better.
More to do in the Carryduff AREA
more community inclusive
Better cross community relations,
More facilities & options available to Moneyreagh &
Dundonald residents
I'd like to see a play park in Ravernet.
A leisure / memorial garden in Harmony Hill / Skyline
Drive
Improved playpark facilities closer to people's homes
(Ballymacash park at MUGA is constantly closed)

This will be considered and shared with
Leisure and Community Wellbeing
colleagues

6. Would you like to make any additional comments about the Performance
Improvement Plan 19/20?
Plan is SMART with success clearly identified through each objective.
less jargon, more simple
it's easy to understand with good relevant objectives
encourage recycling by having a free compost week for every
household, as they do in Belfast and Newtownabbey councils. thank
you
Encourage your councillors to remove their election posters
immediately after the elections. In my area, they were taken down
pretty much immediately except for the multitude of Sinn Fein and
DUP. Surely they should be showing the other smaller parties best
practice. Instead the smaller parties are showing them up!

4. FOCUS GROUP FINDINGS
Objective 1:Issue raised
 Less jargon and plainer English so that it
appeals to different people.
 There is a minority who cannot access
technology they still need to be
considered, the council needs to be
careful that they don’t go too far the
other way, to be segregated from their
customers.
 Ensure that these technologies are
accessible to everyone, such as those
with sight loss or learning difficulties.












Do residents have to look online every
time to see if there’s anything new on
the website?
Opportunity to use Community
Outreach facilities to promote digital
skills
It could be misleading to say 24/7
access to services if they are only going
to be dealt with within the normal 9-5
office hours.
Can you still register births / deaths at
Bradford Court?



There should be more leaflets available
at Bradford Court for Council services
and activities. Would it be possible to
keep a room there for this?



Council response
Council will consider this in final version of the
document.
Current methods of communication within the
Council will continue to be supported and
technology is another tool to contact the
Council.
The new technology will be compatible with
the various tools such as ‘browse aloud’ or
‘magnify’. The Council will still have face to face
contact, the technology is just another
resource.
Council will continue to use a range of tools to
promote LCCC activity.



This will be considered and shared with
Community Services colleagues.



Explanation provided that you could book the
leisure facilities or pay a dog licence fee 24/7,
but complaints would be dealt with as a priority
the next working day.
Explanation provided that this is possible at
present but the Council are considering the use
of Bradford Court going forward.
An information stand can be made available at
the registration facility within Bradford Court.





There were no leaflets or marketing
posted out in the Moneyreagh area or
the Dundonald area, there were no
LCCC leaflets in local Library.
 Notifications of bin collections are not
posted out anymore.
 A focus group member stated that he
does not receive council publications
but instead got the Ards & North Down
Borough Council magazine.
 Is it possible for the Councillors to be
available to the public once a month at
Bradford Court to make them more
accessible and to answer any queries
from the public.
 Moneyreagh area does not have access
to the Ulster Star (shops do not sell it)
could the Council not advertise in the
Ards Chronicle also.
Objective 2:Issue raised
 The word ‘citizen’ should also be
included in the body of the text, not
just in the title. After all, it is the
responsibility of the citizen to feed
back.
 Simplify the language objectives need
to be written in a better way so that it
is easier to understand.
 Young people also need to understand
the document and engage in it.



The Marketing Unit within LCCC circulate
Council publications in a council wide mail drop
which includes Moneyreagh and Dundonald.



Details of bin collection available online.



It was confirmed that the postcode is within the
area.



This will be considered and shared with
Member Services colleagues.



The Marketing Unit circulate Council
information and PR to NI papers. The council
does not have control over paper editing.



Council response
Council will consider this in final version of the
document.



Council will consider this in final version of the
document.



Council will consider this in final version of the
document. Appropriate promotion of the
document will be used to encourage young
people to engage and read it.
Smart Survey is the name of the platform and
can be accessed by any device with internet
access.
It depends on the nature of the consultation, but
the Council could send a link within an email to
any databases that it holds. There are also links
on social media platforms.
Council will engage in as many ways that it can,
such as newspapers, social media or focus
groups etc.



Do you need a Smart phone to use the
Smart Survey?





Were there emails sent to the Council’s
customers e.g. a database of customers
who use the Lagan Valley LeisurePlex.





Ratepayers can get bombarded with
emails which they just delete if not
relevant to them. He questioned how
do we capture these people





Younger people need to be engaged
more as they have nothing to do in
Lisburn City Centre in the evening time.
Young people have a good grasp of
technology so the Council needs to be



This will be shared with Economic Development
colleagues.



87% in the Lisburn & Castlereagh City Council
area in 2017, NISRA.



able to get their attention.
He
wondered what the statistic was of the
number of households who had access
to the internet.
 Opportunity to use Community
Outreach facilities to complete Council
consultations.
 People may be more likely to fill in a
consultation if there was a prize or a
reward, such as for every 50 people
completing a consultation, their
community group will get a £50 voucher
from LCCC.
 The group were informed that there are
plans to bring kiosks to the reception
areas of Council facilities to help with
the queues as people can book
themselves in while they are there. It
was suggested that there could be a link
to the consultations on these so that
parents who are waiting on their
children can give their feedback.
Objective 3:Issue raised
 Carryduff is often overlooked when it
comes to leisure facilities.



This will be considered and shared with
Community Services colleagues.



This will be considered and shared with
Marketing Unit colleagues.



This will be considered and shared with Sports
Services and Marketing Unit colleagues.



Council response
Vitality membership includes Lough Moss
Leisure Centre in Carryduff as well as Dundonald
International Ice Bowl and three Activity
Centres, and concession rates are available.



How was
advertised?

membership



New membership was advertised on social
media, Council website and via a TV advert.



There is a problem accessing leisure
facilities if you do not drive, especially if
you are from the Castlereagh area. The
bus station in Lisburn is not open on a
Sunday and you have to go to Belfast
first to get to either side of the Council
area. The consultee championed the
idea of better infrastructure links across
the Council area, such as Sprucefield to
Forestside; Dundonald International
IceBowl to Lagan Valley LeisurePlex and
the Ulster Hospital to Lagan Valley
Hospital.
There is no gym or activity centres in the
Dundonald area and there is no bus to
the gym at Lough Moss.



There is a specific action within the current
Community Planning which focuses on better
infrastructure and transportation.



There is a specific action within the current
Community Planning which focuses on better
infrastructure and transportation.



the

new













One of the Community Outreach centres
offer childcare facilities to help families
and promote mental health while the
parents can take a session at the gym
etc.
There was a discussion around large
groups in the leisure pool feeling
comfortable and safe –



This will be considered and shared with
Community Services colleagues.



Explanation provided that there are autismfriendly sessions where the lights are dimmed,
numbers are reduced and the water noise is
reduced and these have proved very successful.

A consulate said that this is a good
objective, but Moneyreagh has no
leisure facilities, parks or greenways,
whereas millions are spent on
Dundonald. How are people meant to
get to Lagan Valley LeisurePlex,
Dundonald International Ice Bowl and
Lough Moss from Moneyreagh?
Could a free bus to the leisure centres be
put on once a week from the
Newtownbreda area, similar to what
was put on for the Silver Screenings. She
mentioned there was one previously but
it was too early in the morning.
These health and well-being activities
offered are not accessible to all
residents if they don’t have access to
transport to get to the facilities.
A fitness suite in Moneyreagh would be
a good idea, but that the car parking
problems would need to be looked at to
accommodate this.



There is a specific action within the current
Community Planning which focuses on better
infrastructure and transportation.



There is a specific action within the current
Community Planning which focuses on better
infrastructure and transportation.



There is a specific action within the current
Community Planning which focuses on better
infrastructure and transportation.



This will be considered and shared with Sports
Services colleagues

