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Welcome to Lisburn & Castlereagh City Council’s Annual 
Business Plan and third annual Performance Improvement 
Plan, which will cover the period 2018/2019. The Council has 
been in existence since 1 April 2015 and we are building on 
the steady progress that has been made in improving our 
services since then. This plan has two primary purposes. 
First, and foremost, it is our roadmap communicating our 
vision for the organisation during 2018/2019 and secondly it 
is in accordance with our duties set out within the NI Local 
Government Act 2014. It details some of the service advances 
that we intend to make for the benefit our citizens, businesses 
and visitors to the Council area over the 2018/2019 year. 

In creating the Plan we have consulted extensively with our 
citizens and a number of groups within the Council area. In 
addition, where it makes sense to do so, we have included 
data gathered during other recent consultations, such as the 
Community Plan as well as the Corporate Plan 2018/2022 and 
beyond. This Annual Business & Performance Improvement 
Plan supports and builds on the Council’s Corporate Plan, and 
describes the aims and goals that we have set ourselves for 
the coming year. It is reinforced by a portfolio of strategies 
and plans which will be reviewed and reported on annually 
to ensure we monitor and measure our progress, so that we 
can meet the needs of those that reside, work and visit the 
Council area as well as positioning the Council to respond 
effectively to emerging challenges and opportunities. 

Dr Theresa Donaldson
Chief Executive

Foreword
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The Performance Improvement part of this plan focuses on 
6 Performance Improvement Objectives which are directly 
linked to the 5 themes and outcomes from the Community 
Plan, the Corporate Plan 2018/2022 as well as the appropriate 
Local Development Plan Strategic Objectives. Our purpose 
in doing this is to link all our plans and to “tell a story” so that 
our strategies are easier to follow. We hope that you agree. 

In line with all other councils in Northern Ireland and the wider 
public sector, Lisburn & Castlereagh City Council is facing 
a challenging time.  Public finances are under increasing 
pressure as a result of the recent economic downturn and 
the tightening of government spending agendas, along with 
additional financial pressures arising from a range of issues 
outside of Council control. For example:-

• The challenges of Brexit and the exit from the European 
Union and the Customs Union has introduced a new 
range of serious issues and uncertainties which the 
Council is having to address.

• Increasingly stringent statutory waste disposal and treatment targets set nationally, which 
the Council must meet, add to the cost of collection and treatment of waste.

• An unpredictable and volatile market for recyclates introduces a range of uncertainties 
which in turn makes planning and budgeting demanding and difficult to accurately predict.

• Many of the new statutory functions that the Council adopted in 2015 have had time to bed 
in and are now being developed, leading to additional responsibilities and workload, much 
of which has to be met from existing resources.  

• The introduction of stringent new rules around the collection, storage and disposal of data.

In addition, the Council will this year embark on an ambitious new capital projects program    that 
aims to significantly improve the infrastructure of the city. Over the lifetime of the program it is 
expected to deliver:- 

• The complete redevelopment of the Dundonald International Ice Bowl complex.

• A new link road to the M1 at Knockmore.

• A new city centre hotel.

All these issues contribute to the pressures to increase costs for the services we provide. 

Despite these demands and the unprecedented levels of change the Council has had to deal with 
in the last three years, the Members and officers of Lisburn & Castlereagh City Council remain 
fully committed to delivering on our Improvement Objectives as set out in this Plan.

The Right Worshipful  
the Mayor,  
Councillor Uel Mackin
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As of 2013, there were 4,300 active VAT/PAYE registered businesses in the Lisburn & 
Castlereagh City Council area. 

The Council area is widely recognised as a premium location in Northern Ireland – in both 
commercial, and residential terms. Connectivity is one of the area’s key strengths due to its 
strategic location, and excellent road, rail & air links. This excellent location has advantages for 
businesses who want to transport goods into or out of the area; commuters; families and both 
inward and outward bound tourists. 

For instance: -  

• The M1 motorway connects the Council area to the west of Northern Ireland.

• The A1 route connecting Belfast to Dublin passes through the area, provided easy access to 
both main centres of population on the eastern seaboard.

• The Northern Ireland rail network, also connects the Council area to Belfast & Dublin and 
provides a fast and easy way of moving large volumes of goods and people quickly and 
cheaply around the island. 

• Northern Ireland’s two largest airports are also both in close proximity.

At 79.7% the economic activity rate is higher than the NI average of 74.0%, with the employment 
rate showing an increasing trend since 2014. 

These factors combine to provide the area with the potential for significant further growth, 
especially in and around the Lisburn City area making the Council area an attractive residential 
location, with its wide range of indoor and outdoor leisure assets such as the Lagan Valley 
LeisurePlex and the regionally significant Dundonald International Ice Bowl. 

The Council runs 2 golf courses - Castlereagh Hills Golf Course and Aberdelghy Golf Course, 
along with a range of sports pitches at Wallace Park, Glenmore, Barbour, Kirkwoods Road, 
Ballymacoss, Hydebank, Lough Moss, Moat Park, Cairnshill, Aghalee, Duncan’s Park, Drumbo, 
Moira Demesne and the Billy Neil Soccer Centre of Excellence. These have helped develop and 
drive regionally significant commercial & entertainment hubs around centres of population within 
the Council area.  

Lisburn & Castlereagh City Council covers an area of some 510 
square km / 197 square miles. The total population in 2013 was 
136,808 which is 7.5 % of the Northern Ireland population making it 
the ninth in population size out of the total of eleven councils.

1.  The People We Serve
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Lisburn & Castlereagh City Council  
Civic Headquarters, Lagan Valley Island

The area has 3 major hospital complexes – the 
Ulster, Lagan Valley and Knockbracken. 

There are 3 prisons located within the area: 
Maghaberry, Hydebank Women’s prison 
and Hydebank Wood College for Young 
Offenders.

There are 40 primary schools, 9 post primary 
schools, 5 special schools and a Further and 
Higher Education Facility within the Council 
area.

The attractiveness of the area is reflected 
in average house prices, which, in 2017, was 
£151,327. This is much higher than the average 
house price in Northern Ireland which was 
£128,055 and is in fact the highest average 
house prices out of all council areas. 

The population of the area is expected to 
increase by 12.0% to 158,618 by 2030, which 
is one of the planning challenges the Council 
faces. LCCC also has an increasing aging 
population; in 2016 17% of the population were 
over 65. The population over 65 in the Council 
area is expected to increase to 47% by 2030. 

In 2016, 49% (69,218) of the population were 
male while 51% (71,963) were female (total = 
141,181). 

Of the 1,716 births in LCCC in 2015, 316 
(18.41%) were to mothers from outside of NI.
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The Council

On the 1st April 2015 Lisburn & Castlereagh City Council assumed 
responsibility for the new Council area, following the amalgamation of 
Lisburn City Council and Castlereagh Borough Council.

The Council is made up of 40 Elected Members, representing 140,205 
residents in 58,868 homes.  The new Council is represented by seven 
District Electoral Areas.

2. Our Governance & Structures
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Lisburn & Castlereagh City Council conducts its business via a Committee system. The Council 
operates seven Standing Committees:- 

• Corporate Services – dealing with support staff & services such as Finance, ICT & 
procurement.

• Leisure & Community Development – managing and operating leisure & community 
centres, parks and sports services. 

• Development – dealing with economic development, the Local Development Plan, 
regeneration and growth of the Council area as well as Community Planning.

• Environmental Services – dealing with a range of environmental and regulatory functions 
including household waste collections and disposal services.

• Governance & Audit – Monitors the controls and scrutinises the performance of Council 
Departments, identifies and manages risk across the Council.

• Planning – Dealing with Planning issues in accordance with Council’s Planning protocol.

• Capital Projects – Looking after designated capital projects undertaken by the Council 
that represent significant spends and which have an area changing remit, such as major 
infrastructure developments and schemes. 

Each Committee is chaired by an Elected Member. The Mayor may sit on all Council Committees 
and also chairs Monthly Meetings of the Council. Decisions taken at Committees are brought to 
the monthly meeting of Full Council, which usually takes place on the fourth Tuesday of each 
month. 

The rules by which the Committees are run and how they make their decisions are contained 
within the Council’s constitution. The Council holds an Annual General meeting once each year, 
to decide on Committee Chairs and Deputy Chairs for the year to come and to deal with other 
business.     

Additionally, each of the Party Group Leaders meet with the Chief Executive on a monthly basis 
to discuss and seek consensus on current issues. This is an effective way of managing Elected 
Members and Officers time, so that the maximum time can be spent on the most important and 
complex issues.
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Council Directorates

Lisburn & Castlereagh City Council is organised into Directorates in 
order to facilitate the effective delivery of local services. The matrix 
of directorates is arranged to ensure continuous improvement 
through transformation programmes and improvement through 
transformation programmes and is managed as follows:- 

• Chief Executive’s Office 
• Environmental Services
• Leisure & Community Wellbeing
• Service Support
• Service Transformation

The Chief Executive and each of her Directors meet on a weekly basis as a Corporate 
Management Team to provide updates on current work streams, communicate issues and 
matters of importance and to deal with strategic level matters. 

Each Director manages a number of Service Heads and Units. The Directors report on 
their Departmental work, issues and progress to various Committees on a monthly basis. 
Transformation and improvement programmes are managed through the Corporate 
Management Team to ensure consistency and continuity and a corporate approach. 

The following narrative is an overview of the functions within each directorate in more detail.
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Environmental Services

On behalf of the Council the Environmental Services Directorate is responsible for a range of 
services in both statutory and non-statutory functional areas and is structured across four 
separate service units, including:

Environmental Health 

The Environmental Health Service Unit delivers a number of statutory and non-statutory 
functions. The aim of the Environmental Health Service Unit is to promote a safe and healthy 
environment for people who visit, live or work within the Council area and to enhance and 
protect the health and environmental wellbeing of the entire area.

These aims are achieved with a combination of enforcement and regulation, education and 
awareness, and by working in partnership with citizens, businesses, organisations, voluntary 
sector and statutory agencies throughout the area.

The Service is sub structured into six areas;

• The Food Safety and Consumer Protection Unit

• The Environmental Protection, Dog Control and Animal Welfare Unit

• The Public Health & Housing, Licensing and Pest Control Unit

• The Health and Safety Unit.

• The Health and Wellbeing Unit

• The Emergency Planning Unit

Operational Services 

The Operational Services Unit delivers overall cleansing services across the Council area and 
includes Waste Collection, Household Recycling Centres (HRCs) and street cleansing. The waste 
collection service is sustained on a weekly basis to approximately 58,650 households and along 
with the HRCs supports the requirements and challenges of the Council’s Waste Management 
Plan. A significant fleet of vehicles and plant supports this service and wider Council needs with 
a fleet which includes over 147 vehicles.

Street cleansing services provides services which also support the work of the Council’s Litter 
Enforcement team to assist in the removal of fly tipping and illegal dumping. 
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Building Control

The Building Control Service Unit ensures all building and construction works carried out to 
new and existing buildings should meet current building codes, standards and regulation 
requirements. The Councils Building Control Service ensures that these works are designed 
and constructed on-site in accordance with the required Building Regulations and associated 
legislation.

The aim of the Building Control Service is to deliver a customer orientated quality service to 
architects, designers, developers, builders, solicitors and the general public, and as such ensure a 
safer and healthier built environment for all.

As well as enforcing the application of The Building Regulations, the Building Control Service 
has a responsibility for Street Naming, Dangerous-Buildings legislation, Energy Performance of 
Buildings legislation, assisting with the processing of Property Certificates, and the provision of 
other technical advice to the Council.

The Building Control Service also administers the Councils contribution to the Affordable 
Warmth Scheme which seeks to improve the health and wellbeing of our most vulnerable 
citizens.

Technical & Estates 

The Technical & Estates Service Unit is sub structured into 4 functional areas

• Construction Services

• Estate Management

• Plant and Building Maintenance

• Waste Management

The unit is responsible for planning and maintaining a safe and welcoming environment for both 
customers and staff. Primarily this is coordinated through the implementation the Council’s 
Estate Strategy providing for the management and maintenance of the Council’s Estate. 
Supporting the delivery of the Councils Capital Programme through the in-house design and 
contract management of construction and building maintenance projects. Energy and utility 
management and undertaking a comprehensive plant and building maintenance service covering 
the Councils built assets ensuring compliance with legislation.    

The unit is also responsible for the Council’s waste management policy and plans to ensure that 
the Council achieves its annual landfill diversion targets and strives to meet the 50% recycling 
target by 2020. Within these plans, arrangements are in place with regard to ensuring household 
recycling centre and bring site provision is adequate  to compliment and assist the Councils 
recycling performance. Undertaking targeted community education and waste awareness 
programmes to encourage greater recycling, improve the quality of recyclates collected and 
provide cost effective, sustainable and efficient waste service provision.
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The year ahead 2018/2019 for Environmental Services 

There are a number of strategic priorities for the Directorate in coming years. 
Work streams will continue to be corporately cross cutting and supportive of the 
developing community planning framework needs. However, given the significant costs 
associated with household waste services, a key work stream will be the planning and 
implementation throughout 2018/2019 of new household waste collection services so that 
every household can recycle as much of their household waste as possible from the kerb 
side. Operational Services will continue to work with Waste Management on the planning 
arrangements for the implementation of the new household refuse service. Ongoing 
work will continue to gather information from ratepayers so as to inform the service to 
be delivered. Communication to ratepayers is vital so as to ensure everyone knows what 
waste to place in what bin and to this end current monitoring will continue so as to inform 
the needs of a strategic communications plan.

A significant area of cost within the waste service is the operation of the vehicles used 
to collect household waste. The formal review of the route optimisation system will 
also continue throughout 2018/2019. The aim is to optimise the route planning system 
to improve route performance of the vehicles used and develop the in cab device 
capabilities to be used not only as route planning mechanism but also as a management 
reporting tool and inform customer needs.

During 2018/2019 the Building Control Service will be administering the Council’s 
contribution to the Affordable Warmth Scheme which seeks to improve the health and 
wellbeing of our most vulnerable citizens. 

Environmental Health will be progressing the Orders from the Clean Neighbourhood and 
Environment Act, specifically the Dogs by Land Order during the period 2018/2019 in an 
effort to ensure a shared and respected use of our parks and open spaces.

Leisure & Community Wellbeing

On behalf of the Council the Leisure & Community Wellbeing Department is responsible for the 
management and operation of the Council s̀ leisure and sports facilities, including Dundonald 
International Ice Bowl, Lagan Valley LeisurePlex, along with sports pitches, parks, open spaces, 
cemeteries, community centres, Island Arts Centre and the Irish Linen Centre/Lisburn. In 
addition the Department provides development services to support local individuals, clubs 
and community organisations in the areas of sport, arts, heritage services, good relations, and 
community development including the Peace IV Programme.

The Department is also responsible for a number of major Council events including the annual 
Mayor̀ s Parade & Family Fun Day, and the Lisburn Half Marathon/10k & Fun Run. Through the 
operation of a number of grant schemes the Department on behalf of the Council supports a 
wide range of community organisations and their activities.

Much of the Department̀ s efforts involve partnership working with a range of community, 
statutory, charitable and business organisations including the Education Authority Youth Service, 
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Health & Social Care Thrusts, the Public Health Agency, Lagan Valley Regional Park, Belfast Hills, 
McMillan, Resurgam Community Development Trust, and both Atlas and Ballybeen Womeǹ s 
Centres.

Through the work of the Department it is intended to provide a range of high quality, innovative, 
cost effective services that provide opportunities for, and enhance the quality of life of local 
residents, and those that work in, or visit the Council area.  

The year ahead 2018/2019 for Leisure & Community Wellbeing

The Department is organised into three Units, Sports Services, Parks & Amenities, and 
Cultural & Community Services. Over the period of 2018/2019 each of the Units will be 
working on a number of key projects including:

Sports Services

• The redevelopment of Dundonald International Ice Bowl
• Customer Services Excellence accreditation
• Everybody Active 2020 Programme
• McMillan Move More Initiative

Parks & Amenities

• Refurbishment of 6 Play areas
• Roll out of the “Live Here - Love Here” initiative with Keep NI Beautiful
• Development of new Multi Use Games area [MUGA]  at Seymour Hill

Cultural & Community Services

• Development of a Community Hub in Carryduff
• The establishment of a local Community Engagement Forum
• An events & educational programme to mark the bicentenary of the birth of major 

local benefactor Sir Richard Wallace
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Service Support

The Service Support Directorate provides cross-council support to the Office of the Chief 
Executive, the Environmental Services Directorate, Leisure and Community Wellbeing and 
Service Transformation Directorates.

This work includes the financial management of the Council and budget management, including 
working with the Senior Management Team and Elected Members to set an annual rate. 

The Directorate serves all the Standing Committees of the Council via its Member Services team, 
manages the facilities of both the Lagan Valley Island Conference Centre & Bradford Court 
and the Office of Mayor, as well as being responsible for civic events throughout the year. The 
department is also home to the Registration (Births Deaths & Marriages) function with offices 
both available at Lagan Valley Island and Bradford Court. The department is also delighted to 
administer, in conjunction with the Home Office, citizenship ceremonies for new citizens from all 
over Northern Ireland. Another aspect of the department is the Policing and Community Safety 
Partnership which comprises both Elected Members, Independent Members and statutory 
partners. The Partnership successfully delivers community safety programmes across a number 
of themes including antisocial behaviour, reducing the fear of crime and domestic violence.

Communication and being available to our customers, has never been so important and a team 
of communications officers work to deliver information to external audiences and stakeholders; 
to consult and listen. Media management and social media management is carried out by the 
team. The IT Unit provides IT and digital support across Council Directorates and to its Elected 
Members. Human Resources and Organisational Design manages the wide variety of people 
areas, including recruitment, training and employee development, as well as being instrumental 
in the pursuit of accreditation and awards; this year IIP status was obtained for the organisation 
and the Council’s Elected Members were accredited with Charter status.

The year ahead 2018/2019 for Service Support 

With an ambitious programme ahead, the Council has a key focus on the community, the 
development of the area and the investment potential for Lisburn Castlereagh. Support 
Services aims to assist in the delivery of council plans through systems and processes, 
with people at its core.
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Service Transformation 

With local government funding becoming squeezed in recent years, local authorities have had 
to employ a range of initiatives in order to achieve better value for money. Different approaches 
have been used to transform services in order to deliver more for less. LCCC is no different. 
In 2017 we created a Service Transformation directorate within our structure and recruited a 
Director to support and where necessary lead on transforming the organisation. This Directorate 
has responsibility for Service Transformation. 

This Directorate has also a number of functional areas which the outcome of their work integrate 
with the functional roles of the other Directorates. For example; Economic Development, 
Tourism, Rural Development, Regeneration, Community Planning, Planning (Local Development 
and Development Management) and Investment Programme Delivery.

The main aims of the Directorate are to:

• Develop and deliver an integrated, sustainable approach to economic growth, regeneration 
and investment

• Deliver the tourism strategy as key part of our economy to increase the number of out of 
state tourists as a line to the regional tourism strategy

• Prepare a robust Local Development Plan that delivers and supports decisions on 
development management in line with the objective of the community plans, regional 
strategies and other organisational plans

• Manage the Development Management Process in an effective and efficient manner 

• Deliver major Investment Projects as directed by organisational governance

• Identify and lead on Transformation Initiatives as directed through the Corporate 
Management Team meetings
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The year ahead 2018/2019 for Service Transformation

Through our community plan partnership approach we will develop joint solutions 
to shared challenges. This partnership will support the effective industrial strategy 
for the Belfast City Region Deal. It will deliver long term strategies of regeneration 
through growth sectors including retail, residential, hotel, office development, as well as 
programmes to support business growth.

We will work with the private sector Invest NI to attract and support investment in the 
city. We will ensure that Lisburn and Castlereagh City is business and investor friendly, 
through a range of initiatives including land use policy, forums for shared intelligence and 
promotion of our City at key events. 

We will continue to work with our key partners at a sub-regional and regional level to 
secure a Belfast City Region Growth deal. By working with partners to secure this deal we 
will develop a long-term approach to investment in infrastructure and innovation, support 
key sectors such as tourism and digital and improve our skills and employability offer. This 
will ensure that the city region and Northern Ireland as a whole can improve productivity 
and competitiveness, thus promoting growth and prosperity.

We will work with a range of partners to invest in our infrastructure, tourism product 
offering and quality visitor servicing to enhance the visitor experience.  The strategy 
builds on the Hillsborough ‘Gem’ offering which has a unique appeal and Royal story. 
We will do this through strong partnership working and investment to attract leisure and 
business tourists with a skills programme to match the demand.

Building on the published Preferred Options for the city we will launch our Draft Plan 
Strategy for the Local Development Plan (LDP) which will set out the strategic land 
use policies to guide development across the council area. In line with the regional 
Development Strategy this local plan strategy aims to influence how the city will continue 
to develop over the coming years.

The LDP will provide a framework for local decision making moving forward including the 
delivery of Development Management. It will support suitable growth by encouraging 
development where it can be of most benefit to the wellbeing of the community and the 
council area.

We will continue to work with developers as we produce tender opportunities and 
development briefs as directed by the member governance on the Investment 
Programme. These include the City Centre Hotel, Knockmore Link Road, Dundonald 
International Ice Bowl as well the public realm scheme in Hillsborough and Lisburn. Each 
of these proposals will be maximised to act as catalysts for regeneration and strategically 
positioned to align with other corporate objectives such as tourism development and 
regeneration.
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Financial Analysis for LCCC for the year 2018/2019

The 18/19 financial budgets have been set in the context of continuing 
challenging economic conditions, particularly with the uncertainty 
around Brexit which may have financial implications for our services.  
Despite this, the Council aims to continually deliver high quality, value 
for money service provision to reflect the needs of the community 
and its ratepayers.

In addition, the Council are embarking on an ambitious new 
capital project programme that aims to significantly improve the 
infrastructure of the Council area.

The following table shows the expenditure and income budgets 
for the 2018/2019 financial year that were agreed by the Council in 
February 2018.

18/19 Annual Budget by Department
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Expenditure
 
Department 18/19 Annual Budget
 £,000

Service Support 11,396

Leisure & Community Wellbeing 19,432

Environmental Services 23,056

Service Transformation 7,580

  

 61,464

Income  
  
Department 18/19 Annual Budget
 £,000

Service Support                               1,333

Leisure & Community Wellbeing 8,789 

Environmental Services                3,411

Service Transformation                5,025

 

 18,558

Net Expenditure 

Department 18/19 Annual Budget
 £,000

Service Support                               10,063

Leisure & Community Wellbeing 10,643

Environmental Services                19,645

Service Transformation                2,555

 42,906

19

2. Our Governance & Structures



Attendance Management

46.7% of employees had full attendance in the rolling year period 
to end of March 2018.  The level of absence varies by Directorate, 
however absence levels averaged 16.55 days per employee in this 
period.  In addition to robust policy and practice, the Council has a 
comprehensive programme of wellbeing activities and support for 
staff who are ill and has recently engaged with a new provider for 
occupational health.

Absence levels do remain a concern and the Council has introduced and continues to progress 
a number of factors to drive a reduction in absence.  The HR & OD Unit has a number of new 
initiatives they are currently progressing i.e.

• Chairing the Local Government HR Professionals PPMA Absence Group for the 11 Councils 

• LCCC working group targeting representatives from areas with high absence levels

• Working with Trade Unions to focus on attendance management at local and formal Joint 
meetings.

• Realignment of resources within the HR&OD Unit to focus on absence management

• Further revision of the Managing Attendance Policy

20

Annual Business & Performance 
Improvement Plan 2018/2019



Risk

Risk is managed from within the Chief Executive’s Department and 
aims to integrate risk management into the culture of the Council and 
to anticipate, quantify and respond to changing social, environmental 
and legislative requirements. The service raises awareness of the 
need for risk management by all those involved in the delivery of the 
Council’s services and supports directors in minimising the likelihood 
of risks impacting on Council services, or reducing the severity of 
consequences should risks become manifest.

Risk, in the form of both Corporate and Departmental Risk Registers are monitored continually 
and reported to Members on a quarterly basis. The management of risk also informs the annual 
assurance statement regarding the effectiveness of the arrangements for risk management. 

Some of the recently evolving risks identified on the Corporate Risk Register which will require 
consideration and management over the incoming year 2018/2019 include:

• Brexit - the potential loss of EU funding as well the range of EU obligations affecting local 
authorities such as Procurement and local economic development etc.

• GDPR – compliance with the new General Data Protection Regulations due to come into 
effect May 2018.

• Capital Projects – the delivery of Capital Projects on time and within budget.
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The 2018/2019 financial year is the final year of the current Council 
term (i.e. 2015-19) with local government elections planned to take 
place in May 2019.

3. Performance Improvement  
 Introduction and Context

Significant progress and improvements have been made during the current term since the 
establishment of the new Lisburn & Castlereagh City Council on 1 April 2015. These are detailed 
in our Annual Performance Reports published in September each year, these are available to 
view on our website. 

Extensive work has been undertaken through 
the community planning process to identify long 
term outcomes focused on improving the lives 
of everyone who lives and works in our council 
area. These are reflected in our Community Plan 
2017/2032 and the supporting Action Plan which 
sets out a range of partnership actions involving 
key service providers and other stakeholders. 
The Improvement Objectives outlined in this 
Plan are aligned to the outcomes set out in the 
Community Plan and the themes of the Council’s 
Corporate Plan and identify a number of areas 
which the Council will focus on in the year 
ahead, with the aim of delivering improvements 
to benefit our residents and service users. 

The aim of the Council’s Performance 
Improvement Plan 2018/2019 is to set out 
what we will do in the year ahead to deliver 
on our statutory duty1 to secure continuous 
improvement; to achieve improvement against 
at least one of the seven specified aspects of 
improvement and arrangements to detail that 
any statutory performance standards are met.

The Annual Business & Performance 
Improvement Plan 2018/2019 sits within a 
hierarchy of plans which guide our strategic 
planning process and drive our service delivery 
arrangements.

1 Part 12 of the Local Government Act (NI) 2014 details the framework to support continuous improvement in the 
delivery of council services. 

Figure 1: Our Strategic Planning Process

Community Plan

Local Development Plan Preferred
Options Paper (in DRAFT)

Corporate Plan 2018/2022

Departmental & Service Plans

Annual Business &
Performance Improvement Plan

Annual Individual Performance Appraisals
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Central to Lisburn & Castlereagh City Council’s Performance 
Improvement Framework is the achievement of our Purpose:

‘Working together to deliver better lives for all.’

The Council is also characterised by our values which define our ethos 
and underpin the delivery of our Corporate Plan and everything we 
do. These are:

Respect, Excellence, Leadership, Honesty, Accountability, Equality

4. Achieving Continuous Improvement

The Council has put in 
place a performance 
improvement process 
which, through this plan, 
will drive and provide 
assurance that we are 
delivering on our Vision to 
the benefit of all.  

The diagram opposite 
illustrates our performance 
improvement framework 
and the various processes 
within this which 
combine to ensure that 
we effectively manage 
performance and that we 
have taken all possible 
steps to secure continuous 
improvement in the 
exercise of our functions.

Figure 2:  
LCCC Performance 
Improvement Process
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Improvement objectives have been identified through a number of 
sources; 

Firstly the Community Plan – this will be the overarching strategic 
document aiming to improve the sustainable social, economic and 
environmental wellbeing of the Lisburn & Castlereagh City Council 
area.  Robust and wide ranging engagement and consultation 
exercises have been ongoing over the last three years which has 
identified a number of priorities and needs of our citizens.

5. Identifying Improvement Objectives

Secondly our Local Development Plan which is the spatial representation of the Community Plan.

Thirdly our Corporate Plan 2018/2022, which sets out the corporate priorities up to the end of 
2022, and includes a focus on external macroeconomics factor such a Brexit, regional taxation 
and local economic needs which are addressed through integration key strategic initiatives 
across tourism, business and regeneration. (See Appendix 1) 

The themes and outcomes from the Community Plan as well as the Strategic objectives of the 
Local Development Plan Preferred Options Paper and the corporate priorities of the Corporate 
Plan all inform and drive forward the annual Performance Improvement Objectives as set out in 
section 5 of this document.

Council performance data, where this is available, has been taken into account. Statutory targets 
have been set for Planning Services; Economic Development and Waste Management, as set out 
in the Local Government (Performance Indicators and Standards) Order (NI) 2015. These have 
also been considered when setting these Performance Improvement Objectives.
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The Local Government Act (Northern Ireland) 2014 put in place a 
framework to support continuous improvement in the delivery of 
council services. In addition to the plans and strategies outlined above, 
Lisburn & Castlereagh City Council demonstrates our commitment 
to continuous improvement in the delivery or our services through 
the development and implementation of an annual Performance 
Improvement Plan.

6. General Duty to Improve

In this Performance Improvement Plan for 2018 –19, we set out how we will deliver improvement 
in at least one of these seven improvement areas as stipulated in S.84(2) of the Local 
Government Act (Northern Ireland) 2014:

• Strategic effectiveness

• Service quality

• Service availability

• Fairness

• Sustainability

• Efficiency

• Innovation 

“Improvement” in the context of the Act means more than just quantifiable gains in service 
output or efficiency, or the internal effectiveness of the Council. Improvement for Lisburn & 
Castlereagh Council focusses on the issues that are important to our citizens and customers. 
Improvement for Lisburn & Castlereagh Council means doing things that will help us to achieve 
our purpose of working together to deliver better lives for all.
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Our six Performance Improvement Objectives for 2018/2019 are:

1. We will promote the provision of accessible high-quality play opportunities and 
activities for children and young people

2. We will support Economic Development through working with local businesses, 
social enterprises and their representative organisations to help identify and 
address issues and to capitalise on the opportunities that the coming year brings

3. We will promote safe, healthy, sustainable communities and active lifestyles,  
wellbeing and independence of people and communities.

4. We will create an attractive place to live, work and visit and preserve the natural 
environment for the future.

5. We will promote and encourage inclusivity through the introduction of appropriate 
plans and strategies to ensure that LCCC meet the needs of different groups within 
the community

6. We will lead a Programme of Transformation to deliver an ambitious future for our 
area.

Why have these objectives been chosen?

The journey Lisburn & Castlereagh City Council has undertaken, from Local Government & 
boundary reform in 2015, to managing new functions and dealing with the challenges that the 
run up to Brexit will bring, has transformed the way in which Local Government works and deals 
with our citizens.  Extensive consultation processes have helped us assess and understand the 
issues that are of most importance to our stakeholders, thus informing and developing our 
organisational objectives. 

The six Performance Improvement Objectives have been identified as currently being the most 
critical to success in terms of our Purpose, Vision and Strategic Themes as well as the needs 
of residents, businesses and visitors.  They apply to every part of our organisation and define 
what major strategic thrusts the Council will pursue in this coming year. The Performance 
Improvement Objectives are consistent with other plans and strategies within the Council 
and we believe they can be implemented effectively and efficiently within existing resources. 
The Performance Improvement Objectives and projects are just a sample of the work being 
undertaken by the council during the year 2018/2019.  
 

7. Performance Improvement  
 Objectives
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(This Annual Business & Performance Improvement Plan cannot detail all the work of the Council, 
please refer to the Council’s Corporate Plan and the Lisburn & Castlereagh Community Plan for 
more detail: www.lisburncastlereagh.gov.uk)

The five performance improvement objectives from 2017/18 have been taken forward to 
2018/2019 as well as an additional improvement objective which is directly linked to the Strategic 
Theme of ‘Leading Well’ taken from the Corporate Plan. Our purpose in doing this is to link all our 
plans and to continue with “telling the story” so that our strategies are easier to follow.

How will these improvement objectives and projects be 
measured?

The Council has a bespoke performance management software system which captures service 
data and other relevant information to support performance management across statutory and 
local non-statutory key performance indicators (KPIs). 

The statutory key performance indicators can be found in section 9 of this document. The local 
non-statutory key performance indicators can be referred to in Appendix 3.
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Performance Improvement Objective 1
We will promote the provision of accessible high quality play opportunities and activities 
for children and young people

Community 
Planning or 
Corporate Plan 
Outcome

Link to the Community Plan 2017-2032  Theme 1: Children & Young 
People
Outcome: Our children & young people have the best start in life
(Link to PfG outcomes 3 & 14 – see Appendix 2)

Link to the LCCC Corporate Plan 2018/2022 
Theme 3: Health & Wellbeing
Outcome: We live healthier, more fulfilling and longer lives

Link to the Strategic Objectives from the Lisburn & Castlereagh Local 
Development Plan:
•	 Enabling Sustainable Communities & Delivery of New Homes
• Promoting Sustainable Tourism, Recreation & Open Space

Why have we 
chosen this 
Improvement 
Objective?

One quarter of our population is under the age of 20. One of the themes 
of the Lisburn & Castlereagh Community Plan is that all of our children and 
young people have the best start in life. This outcome is about ensuring 
that all of our children and young people grow up safely and happily 
in a society where they receive the support they need to achieve their 
full potential. To achieve this, we will develop programmes for children 
and young people to take part in play, recreation and sport based on 
collaboration between schools and wider community facilities.

What will we do 
in 2018/2019?

Sports Services
• Successfully implement year 3 of the Everybody Active 2020 

programme 
• Achieve Customer Service Excellence (CSE) Award for Sports Services

What will 
success look 
like?

• Development of the new Disability Sports Hub, providing equipment 
and opportunity to participate in sporting activities with appropriate 
exit routes. Sports Wheelchairs will be housed at Lough Moss and the 
variety of cycles – hand, tandem, trikes etc. will be housed at Billy Neill 
Soccer Centre of Excellence. 

• An increased number of young people taking part in physical activity. 
• Assistance provided to increasing the capacity of sports clubs and 

groups including more and better qualified coaches and officials 
to accommodate and support more children and young people 
participating.

• Facilitated Clubs to have an increased number of qualified volunteers 
from the present baseline of 260.

• Increase the number of children learning to swim
• Achievement of the Customer Service Excellence Award for Sports 

Services by June 2018

LCCC Performance Improvement Objectives 2018/2019  
and Corresponding Improvement Projects

The objectives and associated improvement projects expected to be achieved in this year are:
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Performance Improvement Objective 1
We will promote the provision of accessible high quality play opportunities and activities 
for children and young people

How will we 
measure 
success?

• Establishment of the new Disability Sports Hub, providing equipment 
and opportunity to participate in sporting activities with appropriate 
exit routes. Sports Wheelchairs will be housed at Lough Moss and the 
variety of cycles – hand, tandem, trikes etc. will be housed at Billy Neill.

• Implemented Everybody Active 20/20 Programme focusing on target 
groups including women and girls, over 55s, people with a disability and 
those living in areas of social need.  The target for the programme in 
2018/2019 is 5,500 participants.

• Increased capacity of sports clubs and groups accommodating and 
supporting more children and young people participating.

• Accreditation to the Customer Service Excellence (CSE) standard

Please refer to Appendix 3 Self Imposed Indicators

Lead 
Directorate

Leisure & Community Wellbeing
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Performance Improvement Objective 2
We will support Economic Development through working with local businesses, social 
enterprises and their representative organisations to help identify and address issues and 
to capitalise on the opportunities that the coming year brings

Community 
Planning or 
Corporate Plan 
Outcome

Link to the Lisburn & Castlereagh Community Plan 2017-2032  Theme 2: 
The Economy
Outcome: Everyone benefits from a vibrant economy
(Link to PfG outcomes 1, 3, 5, 6, 12 & 13 – see Appendix 2)

Link to the Strategic Objectives from the Lisburn & Castlereagh Local 
Development Plan: 
• Driving Sustainable Economic Growth
• Supporting Sustainable Transport & Other Infrastructure
• Growing our City, Town Centres,  and district centres through mixed use 

development opportunities in line with the emerging area plan evidence 
need

Link to the LCCC Corporate Plan 2018/2022 
Theme 2: The Economy
Outcome: We benefit from a growing and vibrant economy

Why have we 
chosen this 
Improvement 
Objective?

Why did we choose this objective?
In 2016 Lisburn & Castlereagh accounted for 7% of NI’s total economic 
output, broadly in line with its 7.6% share of the population. At 79.7% 
the economic activity rate is higher than the NI average of 74.0%. The 
council area benefits from its location on the North South corridor and is 
supported by good road and rail networks. (Source: Labour Force Survey 
2016) 

Tourism is a key contributor to the local economy, however, indications 
from the Community Planning engagement sessions so far have identified 
that tourism in the area is under-developed and that we should make more 
of being next to Belfast. Derelict sites and buildings are also an issue. There 
are opportunities for the social economy and we should use Lisburn as 
a focus for growth. While there has been an increase in the expenditure 
of visitors coming to LCCC in the last 3 years (£27.2m), this is the second 
lowest across all council areas. (Source: NISRA Tourism Statistics Branch, 
2016 data). 

One of the themes of the Lisburn & Castlereagh Community Plan is 
that everyone benefits from a vibrant economy. We want to develop 
the economy of Lisburn & Castlereagh so that it offers fulfilling work to 
everyone, provides access to goods and services that we value and shares 
economic benefits in ways that reduce inequality and has a positive impact 
on our environment. 

By implementing an exciting new Capital Projects Programme we aim 
to provide an infrastructure that will meet the needs of 21st Century 
businesses and consumers. The new Knockmore link road, the 
redevelopment of Dundonald International Ice Bowl and the provision 
of a new hotel in the city centre will all drive regeneration and economic 
investment activity in the Council area to the benefit of everyone.
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Performance Improvement Objective 2
We will support Economic Development through working with local businesses, social 
enterprises and their representative organisations to help identify and address issues and 
to capitalise on the opportunities that the coming year brings

What will we do 
in 2018/2019?

Economic Development
• Support of the Chief Executive and Elected Members to progress the 

Belfast Region City Deal bid  
• Deliver a new initiative to increase footfall in Lisburn City Centre
• Appoint developers for new City Centre Hotel
• Develop Pitch book and an agents forum to encourage regeneration 

and realisation of the City Centre Master Plan
• We will further enhance the Public Realm in the City Centre 

Development Management
• Enhance service delivery through a process of improvements that 

provide for a planning system that is responsive to the priorities and 
needs of local people and inward investors

• Develop a Draft Strategic Area Plan in preparation for consultation

What will 
success look 
like?

• Successful Belfast Region City Deal bid
• Successfully market a vacant site within Lisburn City Centre to procure a 

developer who will ultimately deliver a new hotel.  
• Increased footfall in Lisburn city centre
• Further meet the statutory targets within the planning performance 

framework
• Have developed a sound evidence base for the development of the Plan 

Strategy 

How will we 
measure 
success?

• Footfall in city centre
• Income generated from business rates
• Delivery of the Public Realm within budget and programme to the 

agreed quality standard
• Number and types of planning applications determined against targets

Please refer to Appendix 3 Self Imposed Indicators

Lead 
Directorate

Service Transformation
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Performance Improvement Objective 3
We will promote safe, healthy communities and active lifestyles, wellbeing and 
independence of people and communities.

Community 
Planning or 
Corporate Plan 
Outcome

Link to the Lisburn & Castlereagh Community Plan 2017-2032 
Theme 3: Health and Wellbeing 

Outcome: We live healthy, fulfilling and long lives
(Link to PfG outcomes 3, 4 & 8 – see Appendix 2)

Link to the Strategic Objectives from the Lisburn & Castlereagh Local 
Development Plan: 
• Enabling Sustainable Communities & Delivery of New Homes
• Promoting Sustainable Tourism, Recreation & Open Space

Link to the LCCC Corporate Plan 2018/2022 
Theme 3: Health & Wellbeing
Outcome: We live healthier, more fulfilling and longer lives

Why have we 
chosen this 
Improvement 
Objective?

We have an increasing and ageing population with a higher than average 
population increase over the last ten years. The population over 65 in 
LCCC is expected to increase by 47% by 2030, while the overall population 
is projected to increase by 12% by 2030. While a growing population 
is positive for our social and economic wellbeing, it will impact upon 
projected health and social care needs. One of the most effective means of 
improving quality of life for older people is to encourage physical activity 
and healthy lifestyles in middle age.

Several points were raised in relation to the health and wellbeing of people 
during the engagement process for the development of the Community 
Plan which included: the importance of green spaces, good play facilities 
and sport for both physical and mental health. Opportunities to be involved 
in arts and culture are important for wellbeing.

Whilst life expectancy is the highest of the 11 NI Councils with males living 
4.1 years longer than those born in Belfast inequalities in health exist, 
with the most deprived areas having worse outcomes on several health 
indicators. Admission to hospital for drugs and alcohol related causes were 
both twice the rate in the most deprived areas. The standardised death 
rate due to drugs was almost 3 times as high in deprived areas of LCCC 
compared to LCCC as a whole. (Source: Health Inequalities Annual Report 
2018, Department of Health).
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Performance Improvement Objective 3
We will promote safe, healthy communities and active lifestyles, wellbeing and 
independence of people and communities.

What will we do 
in 2018/2019?

Community Planning
• Facilitate the implementation of the Community Plan Action Plan
• Carry out two pilot locality planning projects

Arts & Community Services
• Development of a Community Hub in Carryduff

Technical & Estate Services
• Increase recycling and reduce costs by developing the preferred 

kerbside collection option

Operational Services
• Route optimisation - A formal review of the route optimisation system 

will be undertaken.

Support Services (PCSP)
• Deliver 4 tier security scheme to install physical security measures in the 

homes of older and vulnerable people
• Continue the employment of a Domestic Violence Liaison Officer, based 

at Lisburn Police Station 

What will 
success look 
like?

• Community Plan Action Plan year 1 targets delivered in partnership with 
key stakeholders

• Development of two locality plans in partnership with key stakeholders
• A community hub development group will exist. (The establishment of 

a community hub will take longer than a year but milestones to achieve 
this will be reported throughout the year.)

• We will have identified household kerbside waste collection services 
to increase recycling rates while providing good quality recyclable 
materials to local reprocessing facilities

• We will have optimised the route planning system to improve route 
performance and information and develop the in-cab device capabilities 
to be used not only as route planning mechanism but also as a 
management reporting tool.

• Improved community safety by tackling actual and perceived crime and 
anti-social behaviour

How will we 
measure 
success?

• Number of community capacity building sessions
• Milestones of the development of a community hub
• Appointment of project officer to deliver route optimisation
• Increased recycling rates
• Reduction in refuse collection complaints
• How many referrals to 4 tier home security scheme
• % of people who feel safer as a result of engaging with the service

Please refer to Appendix 3 Self Imposed Indicators

Lead 
Directorates

Leisure & Community Wellbeing
Environmental Services
Service Support
Service Transformation
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Performance Improvement Objective 4
We will create an attractive place to live, work and visit and preserve the built & natural 
environment for the future.

Community 
Planning or 
Corporate Plan 
Outcome

Link to the Lisburn & Castlereagh Community Plan 2017-2032 
Theme 4: Where we live 
Outcome: We live and work in attractive, resilient and environmentally 
friendly places
(Link to PfG outcomes 2 & 3 – see Appendix 2)

Link to the Strategic Objectives from the Lisburn & Castlereagh Local 
Development Plan: 
Strategic Objective from LDP: 
• Protecting and Enhancing the Built & Natural Environment
• Enabling Sustainable Communities & Delivery of New Homes
• Supporting sustainable transport and other infrastructure

Link to the LCCC Corporate Plan 2018/2022 
Theme 4: Where we live
Outcome: We live in resilient and environmentally friendly places

Why have we 
chosen this 
Improvement 
Objective?

Lisburn & Castlereagh has a rich built and natural environment. The built 
heritage includes 745 archaeological sites. There are six Historic Parks, 
Gardens and Demesnes and 611 Listed Buildings/Structures. There are also 
three Conservation areas. The Lisburn & Castlereagh City Council Area 
plays host to a diverse range of tourism and recreation facilities that are 
not only aesthetically valued such as the Lagan Valley Regional Park but 
also play an important role in providing the opportunity for local people 
to participate in sport and recreation, therefore contributing to the overall 
physical and mental wellbeing of the community. The provision of a city 
centre hotel will act as a catalyst for regeneration in this part of the city, 
will support night time economy and assist in the meeting of the Tourism 
Strategy objectives. The Knockmore link road, and other key infrastructure, 
subject to planning determination will make it easier for businesses and 
people to trade, work and live in our area by providing sustainable planned 
growth. 

What will we do 
in 2018/2019?

Parks & Amenities
• Roll out the Live Here Love Here initiative – supports voluntary 

community involvement and seeks to draw people closer to each other 
and into a better understanding of how the Local Council can support 
their aims for cleaner, greener places to live, learn and work

Environmental Health 
• Progress the Orders from the Clean Neighbourhood and Environment 

Act, specifically the Dogs by Land Order

Building Control
• Administer and provide the Councils contribution to the Affordable 

Warmth Scheme 

Economic Development
• Adopt the Master Plan for the City Centre
• Deliver the Rural Village Renewal Programme

Planning 
• Launch and implement  a suite of planning policies through the Local 

Development Plan which will create an attractive place to live, work and 
visit and preserve the built & natural environment for the future
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Performance Improvement Objective 4
We will create an attractive place to live, work and visit and preserve the built & natural 
environment for the future.

What will 
success look 
like?

• A city with less discarded rubbish in our parks and open spaces, more 
Community maintained areas and an increase in biodiversity schemes.

• Introduction of standards to promote responsible dog ownership in 
shared open space and parks

• Reduction in dog control complaints 
• Improved health and wellbeing of our most vulnerable citizens. 
• Increased referral rate for the Affordable Warmth Scheme 
• Continued marketing and promotion of the Lisburn Castlereagh area as 

an ideal location for investment.  This will include direct contact to at 
least 40 potential investors and also through attendance at various UK 
exhibitions.

• Enhanced Village Public Realm within Dromara, Drumbo and Glenavy 
• Delivery of the Local Development Plan Strategy

How will we 
measure 
success?

• We will introduce a new scheme (zero base line) and measure the 
uptake in Community groups applying to the Live here love here 
scheme and wishing to become actively involved in achieving a cleaner, 
greener place to live, learn and work.  Our target for 2018/2019 is 5 
community groups developing programmes.

• We will measure this by the number of complaints in relation to dog 
control

• As a partner in the Affordable Warmth Scheme the Council will aim to 
deliver 85% of the referral target number set by the Department for 
Communities for financial year 2018/2019 

• Investments in the Council area
• City Centre Master Plan integrated into Local Development Plan 

Strategy

Please refer to Appendix 3 Self Imposed Indicators

Lead 
Directorates

Leisure & Community Wellbeing
Environmental Services
Service Transformation
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Performance Improvement Objective 5
We will promote and encourage inclusivity through the introduction of appropriate 
plans and strategies to ensure that LCCC meets the needs of different groups within the 
community

Community 
Planning or 
Corporate Plan 
Outcome

Link to the Lisburn & Castlereagh Community Plan 2017-2032 
Theme 5: Our Community – 
Outcome: We live in empowered, harmonious, safe and welcoming 
communities
(Link to PfG outcomes 3,7 9, 10 & 11 – see Appendix 2)

Link to the Strategic Objectives from the Lisburn & Castlereagh Local 
Development Plan: 
• Enabling Sustainable Communities & Delivery of New Homes

Link to the LCCC Corporate Plan 2018/2022 
Theme 5: Our Community
Outcome: We live in empowered, harmonious, safe and welcoming 
communities

Why have we 
chosen this 
Improvement 
Objective?

Most of the previous objectives have been about the physical environment 
– the ‘hardware’ of our community. This objective is about the ‘software’ 
of our community: the things that contribute to building everyday 
relationships based on respect, solidarity and working for the common 
good. 

What will we do 
in 2018/2019?

Sports Services
• Provide a Cancer Intervention & Rehabilitation Programme – Macmillan 

Move More initiative

Arts & Community Services
• Establishment of a Community Forum throughout Council area

Support Services – Marketing & Communications Unit
• Create and develop a new Council Communications Strategy                                  

What will 
success look 
like?

• A Macmillan Move More Coordinator in position, they will organise an 
exercise and social interaction programme for clients suffering and in 
remission from cancer

• Increased number of clients engaging with Macmillan Move More 
initiative

• Council communications tailored for the public in a more suitable and 
user-friendly way

• Establishment of a community network which will provide enhanced 
community engagement with more opportunities to engage

How will we 
measure 
success?

• Number of clients engaging with Macmillan Move More initiative
• Number of Community groups involved in the community network
• Creation of a new Council Communications strategy

Please refer to Appendix 3 Self Imposed Indicators

Lead 
Directorate

Leisure & Community Wellbeing 
Service Support
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Performance Improvement Objective 6
We will lead a Programme of Transformation to deliver an ambitious future for our area

Community 
Planning or 
Corporate Plan 
Outcome

Link to the Lisburn & Castlereagh Community Plan 2017-2032 
Theme 4: Where we live 
Outcome: We live and work in attractive, resilient and environmentally 
friendly places
(Link to PfG outcomes 2 & 3 – see Appendix 2)

Link to the Strategic Objectives from the Lisburn & Castlereagh Local 
Development Plan: 
• Driving sustainable Economic Growth
• Promoting Sustainable Tourism, Recreation & Open Space

Link to the LCCC Corporate Plan 2018/2022 
Theme 1: Leading Well
Outcome: Our community has confidence in civic leadership.

Why have we 
chosen this 
Improvement 
Objective?

Leading well involves providing strong, connected, civic leadership with 
clear purpose focus and accountability. Community confidence in us will 
build further as we empower communities through the delivery of our 
plans, openness in our decision making and effective communication with 
our public, staff and partners.

What will we do 
in 2018/2019?

Service Transformation
• Pilot an Engagement and Participation Model for the Council
• Progress Dundonald International Ice Bowl towards investment decision 
• Develop a programme methodology around Capital Investment 
• Develop a Digital Strategy for the LCCC area
• Submit bids for the City Deal Funding with Digital, Infrastructure Skills 

and Innovation programme 

Support Services – MCU
• Create and develop a new Council Digital Communications Strategy
• Create and develop an online Consultation Tool

Support Services – HR & OD
• Continue to progress the Investors in People (IIP) framework working 

towards IIP Gold in 2019/2020

What will 
success look 
like?

• A Successful Engagement and Participation Model will build a sense of 
community ownership and will help people feel empowered that they 
have influenced service delivery.

• An investment decision to progress the development of Dundonald 
International Ice Bowl

• A developed programme methodology around Capital Investment
• A developed Digital Strategy for the LCCC area
• A successful City Deal bid

How will we 
measure 
success?

• Social media ‘reach’ statistics
• Facebook advertising statistics
• Increased responses to consultation
• Improvement towards the IIP framework

Please refer to Appendix 3 Self Imposed Indicators

Lead 
Directorate

Service Transformation 
Support Services 
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We will promote the provision of accessible high quality play opportunities and activities for 
children and young people

We will support Economic Development through working with local businesses, social enterprises 
and their representative organisations to help identify and address issues and to capitalise on the 
opportunities that the coming year brings

We will promote safe healthy communities and active lifestyles, wellbeing and independence of 
people and communities.

We will create an attractive place to live work and visit and preserve the natural environment for the 
future.

We will promote and encourage inclusivity through the introduction of appropriate plans and 
strategies to ensure that LCCC meet the needs of different groups within the community

We will lead a Programme of Transformation to deliver an ambitious future for our area

8. Aligning the Performance  
 Improvement Objective with the  
 Local Government Act 2014
The table below identifies how the key actions under the six Performance 
Improvement Objectives align with the specified aspects of improvement 
as defined in section 86 of the Local Government Act 2014.
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We will promote the provision of accessible high quality play opportunities and activities for 
children and young people

We will support Economic Development through working with local businesses, social enterprises 
and their representative organisations to help identify and address issues and to capitalise on the 
opportunities that the coming year brings

We will promote safe healthy communities and active lifestyles, wellbeing and independence of 
people and communities.

We will create an attractive place to live work and visit and preserve the natural environment for the 
future.

We will promote and encourage inclusivity through the introduction of appropriate plans and 
strategies to ensure that LCCC meet the needs of different groups within the community

We will lead a Programme of Transformation to deliver an ambitious future for our area
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Ref Strategic Effectiveness Standard to be met 
(annually)

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 Enterprise, 
Trade and Investment’s Regional Start Initiative or its 
successor programmes.)

85

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 within an 
average of 30 weeks.

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.

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.

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

9. Statutory Indicators
In addition to the six Performance Improvement Objectives identified, 
Lisburn & Castlereagh City Council is also committed to meeting and, 
where possible, exceeding the standards set by central government 
departments through the following seven statutory performance 
indicators.
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Ref Strategic Effectiveness Standard to be met 
(annually)

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)]

18,580 tonnes

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]

Our arrangements to meet these statutory indicators are through the delivery of our statutory 
services in Planning, Economic Development and Waste and through our annual performance 
improvement projects. Resources are allocated to each of these services and approved through 
the annual budgeting process. Performance measures and indicators are in place for each of the 
services (see above table and Appendix 3). Monitoring, reporting and scrutiny arrangements are 
in place with Senior Management and Committees for the management and delivery of these 
statutory services and statutory indicators.  

Progress against the indicators is submitted to the relevant regional body and reports are issued 
showing comparisons across all 11 Councils.

The statutory indicators have also been included within our improvement objectives to ensure 
that arrangements are in place for the targets to be met. Council will also report on these in the 
annual report in September 2018, which will set out a self-assessment of our performance during 
the 2017/18 financial year. 

The Council also publishes its performance results against these indicators on our website: 
www.lisburncastlereagh.gov.uk/performance-improvement
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10. Consultation
A consultation exercise on a draft version of this plan was carried out 
during May 2018. 

Any comments and suggested amendments from consultees have 
been incorporated where appropriate. A ‘you said, we did’ paper 
has been published on our website: www.lisburncastlereagh.gov.uk/
performance-improvement

As detailed in ‘LCCC’s Performance Improvement Process’ shown in figure 2, page 8 
stakeholders can propose new improvement objectives through the feedback loop, during the 
year and using the contact details below:

Contacts for Feedback and Review

If you would like to get in touch please do so by one of the following methods:

Telephone: 
Performance Improvement Officer on 028 9250 9559

Email by return: 
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
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Lisburn & Castlereagh City Council
at the Heart of our Community

A progressive, dynamic 
and inclusive council, 

working in partnership 
to develop our 
Community’.
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Strategic Theme No 1: Leading Well

Outcome: Our community has confidence in civic leadership

Leading well involves providing strong, connected, civic leadership with clear purpose, focus 
and accountability.  Community confidence in us will build further as we empower communities 
through delivery of our plans, openness in our decision making and effective communication 
with our public, staff and partners.

Corporate Priorities: We will

i. Lead a Programme of Transformation to deliver an ambitious future for our area.

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

iii. Deliver a suite of sustainable plans, including our Investment Programme, Financial Plan, 
Workforce Plan and Estates Plan. 

iv. Be resilient in emergency situations providing leadership for our community.

v. Create an organisational culture that reflects the values of the Council by developing 
staff and empowering leaders at all levels to support collaborative working and collective 
decision making.

vi. Embrace the use of digital technology to improve efficiency and increase customer access 
to services.

Indicators of Success

• Plans developed and agreed by Council in line with timetable.

• Evaluation of Staff Survey feedback.

• Investors in People standard.

• Publication of Annual Report

 

Appendix 1. Corporate Priorities from 
 LCCC Corporate Plan  
 2018/2022
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Strategic Theme No 2: The Economy

Outcome: We benefit from a growing and vibrant economy.

We want our Council area to be the preferred place to do business, the number one choice for 
investment in Northern Ireland.  We aim to grow the integrated economy by promoting our 
ambition, our unique location on the North-South economic corridor, access to a talented and 
skilled workforce, competitive costs and supporting infrastructure.

Corporate Priorities: We will

i. Promote an ambitious investment programme prioritising key infrastructure projects to 
attract new employers and grow the prosperity of the Council area.

ii. Engage with local, regional, national and international organisations, businesses and partners 
to access funding opportunities, increase employment and drive sustainable economic 
growth in our urban and rural areas.

iii. Build on our reputation as a place to visit, promoting the natural and historic assets of our 
city, towns, villages and countryside to attract greater numbers of international and national 
tourists.

iv. Help education and training providers to equip our local workforce with the right skills to 
secure employment or start a business.

Indicators of Success

• Number of jobs promoted through business start-up activity

• Number of new businesses linked to start up activity

• Visitor trips per annum

• Visitor spend per annum
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Strategic Theme No 3: Health and Wellbeing

Outcome: We live healthier, more fulfilling and longer lives

We want our children and young people to have the best start in life and our older people to 
celebrate later life.  We will work with our partners making our unique contribution to improve 
the physical, mental and social wellbeing of our communities. 

Corporate Priorities: We will

i. 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. 

ii. Provide safe, accessible leisure and sports facilities, endorsing pathways to sports for all.

iii. Promote employee health and wellbeing.

iv. Work with partners to build the capacity of community groups and sports clubs to attract 
more people of all ages to participate in sport.

v. Be proactive in our roles to protect the vulnerable in our community from harm i.e. misuse of 
sunbeds, substance abuse, online exploitation, bullying and accidents in the home.  

vi. Work collaboratively to make our communities age friendly, improving social isolation and 
enhancing the quality of life for all.

Indicators of Success

• Number of people using key sites across the Council area

• Number of people engaged in Council programmes.

• Number of customer care enquiries responded to within five working days.

• Reduction in staff absence.
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Strategic Theme No 4: Where we live

Outcome: We live in resilient and environmentally friendly places 

We want to attract more people to our area to live, work and enjoy leisure time with family 
and friends by improving further the appeal of the area and growing sustainable employment 
opportunities.

Corporate Priorities: We will

i. Work with our partners to agree and implement an ambitious Local Development Plan 
for the future development of our area.  The Plan will make clear our intentions and guide 
decisions for sustainable, high quality design, development and regeneration of urban and 
rural areas to meet the needs of all. 

ii. Promote sustainable tourism and use of our natural environment, open spaces and 
waterways, with improved facilities.

iii. Support a shift to sustainable transport of all types, enhancing access to local amenities. 

iv. Work with residents, businesses and partners to reduce energy consumption, increase 
recycling and encourage community clean-ups. 

v. Work with partners to secure a reduction in dog fouling, graffiti and litter.

Indicators of Success

• Meet the published timetable for stages of the Local Development Plan.

• Percentage of household waste collected that is sent for recycling.

• Amount of biodegradable municipal waste that is landfilled.

• Average processing time of major planning applications.

• Average processing time of local planning applications.
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Strategic Theme No 5: Our Community

Outcome: We live in empowered, harmonious, safe and welcoming 
communities.

We want to grow the pride, social cohesion, self-help and capacity of all our communities, 
increasing economic, social and environmental wellbeing.

Corporate Priorities: We will

i. Lead and facilitate the next phase of Community Planning, working effectively with our 
partners to grow community wellbeing. 

ii. Promote volunteering and participation in public and community life (arts, culture and sport) 
growing community ownership and management of local assets and facilities.

iii. Work with partners to create the social conditions and environments that will strengthen 
community confidence and provide support for people who need it, including developing 
a series of Community Hubs as a focus for active citizenship, local volunteering and civic 
activity.

iv. Encourage inclusivity and equality of opportunity across our community, promoting the 
benefits of a diverse society, celebrating culture and good relations between people of 
different backgrounds and identities.

Indicators of Success

• Number of people engaging in arts and community services (increased footfall)

• Percentage of people satisfaction in Council facilities.

• Percentage of overall satisfaction with Council courses and programmes.

• Evaluation of Community and Stakeholder Engagement.
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1. We prosper through a strong, competitive, regionally balanced economy

2. We live and work sustainably – protecting the environment

3. We have a more equal society

4. We enjoy long, healthy, active lives

5. We are an innovative, creative society where people can fulfil their 
potential

6. We have more people working in better jobs

7. We have a safe community where we respect the law and each other

8. We care for others and we help those in need

9. We are a shared, welcoming and confident society that respects 
diversity

10. We have created a place where people want to live and work, to visit 
and invest

11. We connect people and opportunities through our infrastructure

12. We give our children and young people the best start in life

Appendix 2. Programme for  
 Government 2016-21  
 Draft Outcomes
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Appendix 3. Self-Imposed Indicators
CHIEF EXECUTIVE’S OFFICE

Chief Executive’s Office

Absence: 
The average number of working days lost due to absences reduced (CE Office including 
Development Management Planning)

Rolling Year Absence Target 12 12 12 12

Actual Absence for quarter Target 3 3 3 3

ENVIRONMENTAL SERVICES

Building Control

Domestic Full Plans: 
Percentage of domestic full plans applications receiving a first assessment within 21 days from 
date of receipt

Percentage receiving first 
assessment within 21 days

Target 87% 87% 87% 87%

Non-domestic Full Plans: 
Percentage of non-domestic full plans applications receiving a first assessment within 35 days 
from date of receipt

Percentage of non-domestic full 
plans receiving a first assessment 
within 35 days.

Target 87% 87% 87% 87%%

Resubmissions (amended plans): 
Percentage of resubmissions (amended plans) assessed within 14 days

Percentage of resubmissions 
assessed within 14 days

Target 87% 87% 87% 87%%

Estate Agent EPB (Energy Performance of Buildings) Compliance Rate: 
Percentage compliance with EPB Regulations at first visit

Percentage compliance rate at first 
visit

Target 70% 70% 70% 70%
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Affordable Warmth Scheme Referral Rate:
Percentage referral rate against DfC target

Percentage referral rate against 
DfC target

Target 85% 85% 85% 85%

Absence:
The average number of working days lost due to absences reduced

Rolling Year Absence Target 12 12 12 12

Actual Absence for quarter Target 3 3 3 3

Planning Enforcement

Enforcement Cases:
Enforcement cases processed to a target conclusion within 39 weeks of receipt of complaint

Enforcement cases processed 
within 39 weeks

Target 70% 70% 70% 70%

Environmental Health

Food Hygiene Legislation:
Inspection of Food Premises to assess compliance with food hygiene legislation

Programme Compliance For 
Category A & B Premises

Target 100% 100% 100% 100%

Food hygiene rating (% of premises 
within the scope of the Food 
Hygiene Scheme that meet the 
standard of ‘broadly compliant’

Target

70% 70% 70% 70%

Food Standards Legislation:
Inspection of Food Premises to assess compliance with food standards legislation

Programme Compliance For 
Category A & B Premises

Target 100% 100% 100% 100%

Inspection of licensed premises:
Inspection of licensed premises at least once per year

Inspect licensed premises at least 
once per year

Target Yes

Response times to service requests:

Service requests responded to 
within 3 working days of request

Target 90% 90% 90% 90%
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Dog control response time

Dog attacks responded to within 
1 working day of notification of 
attack

Target 100% 100% 100% 100%

Issue of Standard Correspondence

Correspondence issued within 
10 working days of premises 
intervention.

Target 90% 90% 90% 90%

Correspondence issued within 
20 working days of premises 
intervention.

Target 100% 100% 100% 100%

Issue of Environmental Health Notices 

Issue of Statutory notices 
issued within 7 working days of 
intervention

Target 100% 100% 100% 100%

Absence:
The average number of working days lost due to absences reduced

Rolling Year Absence Target 12 12 12 12

Actual Absence for quarter Target 3 3 3 3

Issue of Environmental Health Notices Issue of Environmental Notices

Issue of emergency statutory 
notice within 1 working day

Target 100% 100% 100% 100%

Planning Consultation:
Percentage of general planning consultations responded to as a statutory consultee

% responded to within 15 working 
days of receipt by Environmental 
Health

Target 100% 100% 100% 100%

Health & Safety:

Response times to Corporate 
Health & Safety requests within 3 
working days

Target 100% 100% 100% 100%

Inspection of Health & Safety 
premises to ensure compliance 
with H&S legislation

Target TBC TBC TBC TBC
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SAG Event notification:
Percentage of SAG event notification risk assessed through matrix

Within 3 working days Target 100% 100% 100% 100%

Safeguarding:
Referrals of safeguarding issues to statutory agencies

Within 1 working day Target 100% 100% 100% 100%

Health & Wellbeing (tbc):
Interventions & activities

Conduct 20 health & wellbeing 
activities

Target 90%

Subject 70 premises for planned 
intervention to protect children 
under 18 from age restricted 
activities

Target 90%

Operational Services

Absence:
The average number of working days lost due to absences reduced

Rolling Year Absence Target 12 12 12 12

Actual Absence for quarter Target 3 3 3 3

Waste Collection

Municipal Waste Collection:
Waste collection KPIs

Net cost of municipal waste 
collection per head of population

Target £41.11

Number of missed bins Target 2% 2% 2% 2%

Street Cleansing

Street Cleansing:
Street cleansing KPIs

Net cost of street cleansing per 
head of population

Target £25.13

Non completion of litter bins Target 20% 20% 20% 20%

Completion of mechanical street 
cleansing

Target 80% 80% 80% 80%
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Fleet

DVA First Time Pass:
Percentage first time pass rate at DVA annual test centres

Percentage first time pass rate at 
DVA annual test centres

Target 90% 90% 90% 90%

Vehicle Inspections:
Number of vehicle inspections completed

Number of vehicle inspections 
completed

Target 694

Technical Services

Landfill:
The amount (Tonnage) of biodegradable Local Authority Collected Municipal Waste that is 
landfilled

Tonnage of biodegradable waste 
landfilled.

Target 18,580 tonnes

Contract Management Costs:
Contract management costs as a % of Contract Cost.

Contract management costs as a % 
of Contract Cost.

Target 8%

Energy Consumption:
Reduction of energy consumption of L&CCC Council be 2% based on the 2015/2016 Financial 
Year consumption data.

Reduction of energy consumption 
on 2015/2016.

Target 2%

Customer Queries:
Percentage of customer queries responded to within 1 working day.

Percentage of customer queries 
responded to within 1 working day.

Target 90% 90% 90% 90%

Absence:
The average number of working days lost due to absences reduced

Rolling Year Absence Target 12 12 12 12

Actual Absence for quarter Target 3 3 3 3
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SUPPORT SERVICES

Central Support

Net Income:
Ensure net income is in equilibrium with expenditure for Lagan Valley Island

Within Budget Target Yes Yes Yes Yes

Compliance:
Ensure all statutory services comply with legislative requirements

Council committee services - 
processing of minutes within 48 
hours

Target 100% 100% 100% 100%

Committee services – Dept for 
Communities (DfC) returns on 
members expenses

Target 100%

Citizenship - ceremonies held 
within 3 months

Target 100% 100% 100% 100%

Customer Satisfaction:
Deliver services in a way which maximises Customer Satisfaction Baseline 75%

Customer Satisfaction Baseline Target 75% 75% 75% 75%

Absence:
The average number of working days lost due to absences reduced

Rolling Year Absence Target 12 12 12 12

Actual Absence for quarter Target 3 3 3 3

PCSP (Policing & Community Safety Partnership):
Domestic Burglary

Number of referrals to 4 tier home 
security scheme

Target 140 140 140 140

Number of people in receipt of 
security equipment

Target 300 300 300 300

% satisfaction rate with service 
through call back monitoring

Target 100% 100% 100% 100%

% of people who feel safer as a 
result of engaging with the service

Target 100% 100% 100% 100%
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PCSP:
Domestic & Sexual Violence

Number of referrals made to the 
Domestic Violence Liaison Officer

Target 360 360 360 360

% users satisfied with the service Target 90% 90% 90% 90%

% participants feeling supported 
and confident with service received

Target 90% 90% 90% 90%

Human Resources and Organisational Development

Headcount:
Employee headcount monitored in accordance with agreed structures

No more than final agreed 
headcount

Target Yes Yes Yes Yes

Employee Training:
Number of hours of off the job training per employee

Number of Hours Target 2 4 7 10

Absence:
The average number of working days lost due to absences reduced

Rolling Year Absence Target 12 12 12 12

Actual Absence for quarter Target 3 3 3 3

Payroll:
Percentage rate of returns completed in appropriate timeliness

% rate of returns completed in 
appropriate timeliness

Target 100% 100% 100% 100%

Elected Member Training:
Total number of hours of training per elected member

Number of Hours Target 1 2 2.5 3

Investors in People:
Maintain IIP Accreditation

Maintain IIP Accreditation Target Yes Yes Yes Yes

Prepare action plan from employee 
satisfaction survey

Target Yes Yes Yes Yes
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Marketing and Communications

Freedom of Information 

Management of FOI within FOI Act.  Target Yes Yes Yes Yes

Management of tracking and 
compliance under FOI.

Target Yes Yes Yes Yes

Digital Communications 

Develop Digital Communications 
Strategy

Target Yes Yes Yes Yes

Number of likes on Council 
Facebook page

Target 13500

Number of Twitter followers Target 3500

Communications Strategy 

To develop new 2-year 
Communications Strategy

Target Yes Yes Yes Yes

Absence:
The average number of working days lost due to absences reduced

Rolling Year Absence Target 12 12 12 12

Actual Absence for quarter Target 3 3 3 3

Finance and IT

Prompt Payment:
Prompt Payment Indicators – Retain % supplier invoices paid within 30 calendar days

Percentage supplier invoices paid 
within 30 Days

Target 85% 85% 85% 85%

Debtor Days:
Average Number of Days to recover debts

Average Number of Days to 
recover debts

Target 30 30 30 30

Bank Reconciliation:
Days to complete bank Reconciliation

Number of Days Target 30 30 30 30
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IT Downtime:
Downtime to be minimised

Planned Downtime Target 10hours 10hours 10hours 10hours

User Satisfaction:
Improve IT user Satisfaction

Survey Carried Out Target Yes Yes Yes Yes

Absence:
The average number of working days lost due to absences reduced

Rolling Year Absence Target 12 12 12 12

Actual Absence for quarter Target 3 3 3 3

SERVICE TRANSFORMATION

Planning

Applications Validated:
Percentage of applications validated within 5 days

Percentage Validated Target 75% 75% 75% 80%

Site Visits:
Site visits carried out within 1 month of validation

Site Visits carried out within 1 
month of validation

Target 75 75 75 80

Committee Decisions:
Committee decisions issued within 5 days of Planning Committee meeting

Committee Decisions Issued Within 
5 Days

Target 75 75 80 80

Delegated Decisions:
Delegated decisions issued within 5 days of Group Discussion/ Agreement

Delegated Decisions Issued Within 
5 Days

Target 75 75 75 80

Major Applications:
Average processing time for major planning applications. (Processed from date valid to decision 
issued or withdrawn within an average of 30 weeks)
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Major planning applications 
processed within an average of 30 
weeks.

Target 30 30 30 30

Local Applications:
Average processing time for local planning applications. (Processed from date valid to decision 
issued or withdrawn within an average of 15 weeks)

Local planning applications 
processed within an average of 15 
weeks.

Target 15 15 15 15

Appeals:
Number of appeals allowed and dismissed

Percentage of appeals allowed Target 80 80 80 80

Community Planning

Absence:
The average number of working days lost due to absences reduced

Rolling Year Absence Target 12 12 12 12

Actual absence for quarter Target 3 3 3 3

Economic Development

New Jobs:
Number of new jobs per annum

Number of new jobs linked to 
business start activity and new 
investment

Target 125

New Businesses:
Conversion of local businesses attending Council led business development events through to 
direct business support interventions

Conversion of local businesses Target 25

Business engagement events:
Number of additional events to increase the number of opportunities to engage with more local 
businesses and increase the profile of Council led support

Number of additional events 
(workshops & seminars)

Target 5

Visitor Trips:
Increase visitor trips and revenue by 10% based on NISRA statistics
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Increase visitor trips by 10% Target 10

Rural Development Programme:
Rural development programme investment & number of businesses and voluntary & public sector 
organisations under the programme

Rural development programme 
investment (£)

Target £672,306

Absence:
The average number of working days lost due to absences reduced

Rolling Year Absence Target 12 12 12 12

Actual Absence for quarter Target 3 3 3 3

Rural Development Programme:
Rural development programme investment & number of businesses and voluntary & public sector 
organisations under the programme

Number of businesses and 
voluntary & public sector 
organisations under the NI Rural 
Development Programme

Target 14

Regeneration - Increase footfall in the City Centre:
Increase the footfall in Lisburn City Centre by 5% for the period of the City Centre Christmas 
Event and Animation Programme 2018

Increase the footfall in Lisburn City 
Centre by 5% for the period of the 
City Centre Christmas Event and 
Animation Programme 2018

Target 5%

Visitor Trips:
Increase visitor trips and revenue by 10% based on NISRA statistics

Increase visitor revenue by 10% Target 10%

Tourism – Hillsborough:
Develop the Hillsborough destination brand and website during 2018/2019

Develop the Hillsborough 
destination brand and website 
during 2018/2019

Target Yes

Tourism - Hillsborough Forest:
Hillsborough Forest development

Appoint an Integrated Supply Team 
for Hillsborough Forest during 
18/19

Target No No Yes Yes
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Agree detailed design for Digital 
Sculpture Trail within Hillsborough 
Forest as part of Rural Tourism 
Scheme application

Target No No Yes Yes

Tourism - Integrated Marketing Campaign:
Procure a delivery agent for the Council's Integrated Marketing Campaign

Delivery agent procured Target Yes

Business Solutions:
Publish investment guide and distribute to key stakeholders

Publish investment guide and 
distribute to key stakeholders

Target Yes

Business Solutions - Property Agents Forum 

Hold 2 meetings of the Property 
Agents Forum

Target 2

Engage property agents with the 
Council

Target 20%

Business Solutions:
Implement a Skills and Employability Initiative to work with business to identify their skills need 
and broker engagement with businesses, colleges and schools.

Implement 1 Skills and 
Employability Initiative

Target 1

Local Development Plan

Local Development Plan:
Adhere to published timetable in terms of the specified stages of plan preparation

Publication of preferred options 
paper

Target No Yes Yes No

Carrying out of sustainability 
appraisal

Target Yes Yes Yes No

Absence:
The average number of working days lost due to absences reduced

Rolling Year Absence Target 12 12 12 12

Actual Absence for quarter Target 3 3 3 3
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LEISURE & COMMUNITY WELLBEING

Parks & Open Spaces

Park Users:
Number of park users in key sites across the Council area. Measured by Access Counters. Targets 
to be set on completion of 1st year baseline data

Wallace Park Target 243587 244589 175975 172123

Moira Demesne Target 120475 129793 96605 90904

Moat Park Target 187525 176298 138632 134024

Comber Greenway Target 40948 40696 20447 20070

Lagan towpath Target 49013 47175 33819 36567

McIlroy Park Target 43209 41523 34971 35756

Castle Gardens Target 40359 35982 31059 29081

Customer Care Enquiries:
Number of customer care enquiries responded to within 5 working days

Number of customer care enquiries 
responded to within 5 working days

Target 100% 100% 100% 100%

Resident’s Satisfaction:
Level of resident’s satisfaction with the provision and maintenance of parks and open spaces

Level of resident’s satisfaction Target 85% 85% 85% 85%

Play Park Refurbishment:
Refurbish 3 play parks per annum

Refurbish 3 play parks per annum Target Yes Yes Yes Yes

Absence:
Average number of working days lost due to absences reduced

Rolling year absence Target 12 12 12 12

Actual Absence for quarter Target 3 3 3 3

Green Flag Award:
Maintain the Green Flag Award for 2 parks

Maintain the Green Flag Award for 
2 parks

Target Yes
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Community Projects:
Number of new community benefit projects delivered per annum

Number of new community benefit 
projects delivered per annum

Target 3

Keep NI Beautiful Projects:
Number of Keep NI Beautiful Projects per annum

Number of Keep NI Beautiful 
Projects per annum

Target 3

Sports Services

Subsidy per Visit:
Subsidy per visit excluding apportioned costs (definition of user required plus what costs are 
apportioned)

Subsidy per visit excluding 
apportioned costs

Target £1.91

Staff Costs:
Staff costs as a percentage of earned income

Staff costs as a percentage of 
earned income

Target 96% 96% 96% 96%

Number of participants in Sports Development Programmes:
Participants in various programmes

Women & Girls Target 690 690 690 690

Absence:
The average number of working days lost due to absences reduced

Rolling Year Absence Target 12 12 12 12

Actual Absence for quarter Target 3 3 3 3

Customer satisfaction:
Customer satisfaction of sports facilities

Customer satisfaction of DIIB Target 85%

Customer satisfaction - LVLP Target 85%

Customer satisfaction - Lough Moss Target 85%

Customer satisfaction Activity 
Centres

Target 85%
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Customer satisfaction - Golf 
Courses

Target 85%

Customer satisfaction - Active 
aging programme

Target 85%

Number of participants in Sports Development Programmes:
Participants in various programmes

People with Disability Target 250 250 250 250

High Social Need Target 250 250 250 250

Active aging Target 250 250 250 250

Customer care complaints:
Number of Complaints for Sports Services

Number of complaints for Sports 
Services

Target 25 25 25 25

Arts, Culture and Community Services

Unit Facilities – Beneficiaries:
Number of beneficiaries (footfall)

Enler Community Centre Target 7000 7000 7000 7000

Ballyoran Community Centre Target 5750 5750 5750 5750

Moneyreagh Community Centre Target 12750 12750 12750 12750

Bridge Community Centre Target 14000 14000 14000 14000

Island Arts Centre Target 16121 14107 20823 16121

Unit Facilities - Customer Satisfaction:
Percentage of customer satisfaction

Enler Community Centre Target 85%

Ballyoran Community Centre Target 85%

Moneyreagh Community Centre Target 85%

Bridge Community Centre Target 85%

Island Arts Centre Target 85%
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Unit Facilities – Income:
Percentage Income achieved

Enler Community Centre Target 95% 95% 95% 95%

Ballyoran Community Centre Target 95% 95% 95% 95%

Moneyreagh Community Centre Target 95% 95% 95% 95%

Bridge Community Centre Target 95% 95% 95% 95%

Island Arts Centre Target 95% 95% 95% 95%

Programmes & Services Satisfaction:
Percentage of overall satisfaction (Courses & Programmes)

Community & Good Relations Target 85% 85% 85% 85%

Peace Target 85% 85% 85% 85%

Arts Service Target 85% 85% 85% 85%

Programmes & Services Participant Benefits:
Percentage of overall participant benefits (Courses & Programmes

Community & Good Relations Target 80% 80% 80% 80%

Peace Target 80% 80% 80% 80%

Arts Service Target 80% 80% 80% 80%

Programmes & Services Customer Experience:
Percentage of overall customer experience (Theatre Services)

Arts Service Target 85% 85% 85% 85%

Programmes & Services Occupancy:
Percentage of occupancy v capacity (Theatre Services)

Arts Service Target 70% 70% 70% 70%

Major Events - Excellent Experience:
Percentage of participant / customers reporting an excellent experience

Culture & Community Service. Target 80% 80% 80% 80%

Grant Aid - Claims Processed On Time:
Percentage of grant claims processed within 10 working days

Community & Good Relations Target 85%
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Peace Target 85%

Arts Service Target 85%

Absence:
Days lost per employee - Rolling Year

Rolling year absence (Arts & 
Community Services)

Target 12 12 12 12

Actual Absence for quarter (Arts & 
Community Services)

Target 3 3 3 3

Unit Facilities – Beneficiaries:
Number of beneficiaries (footfall)

Irish Linen Centre Lisburn Museum Target TBC TBC TBC TBC

Unit Facilities - Customer Satisfaction:
Percentage of customer satisfaction

Irish Linen Centre Lisburn Museum Target 85%

Programmes & Services - Participant Benefits:
Percentage of overall participant benefits (Courses & Programmes

Irish Linen Centre Lisburn Museum Target 80% 80% 80% 80%

Programmes & Services – Satisfaction:
Percentage of overall satisfaction (Courses & Programmes)

Irish Linen Centre Lisburn Museum Target 85% 85% 85% 85%
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