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Notice Of Meeting
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on the undernoted Agenda.
For those Members attending this meeting remotely, the Zoom details are included in the
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David Burns
Chief Executive
Lisburn & Castlereagh City Council

Agenda
COVID-19 SAFETY MEASURES
When attending meetings in the Council Chamber you are asked to observe the following
measures to ensure the safety of your Council colleagues and members of staff:
Prior to meetings if you are experiencing symptoms of COVID-19 please do not attend. Book a test
and self-isolate.
Whilst not compulsory, you are encouraged to satisfy one of the three following conditions before
attending meetings:been fully vaccinated for more than two weeks; or
have had a negative PCR test or rapid lateral flow test taken within 48 hours of meetings
(a lateral flow test taken at home will need to be reported into the public reporting system);
or
evidence of a positive PCR test result for COVID-19 within the previous 180 days and
following completion of the self-isolation period.
Please be reminded of the following measures which remain in place:
Face coverings must be worn indoors unless seated at a desk. They must be worn when
leaving the Council Chamber for any reason.
Good hand hygiene should be adhered to and hand sanitiser is available in the ground
floor
foyer and the Council Chamber.
Social distancing remains strongly advised. Desks will be distanced at 1m apart and you
should
keep face-to-face contact to a minimum.
Lisburn & Castlereagh City Council fully supports the NI Executive in its call for people to make
safer choices.

1.0 APOLOGIES
2.0 DECLARATIONS OF MEMBERS' INTERESTS
(i) conflict of interest on any matter before the meeting (Members to confirm the specific item)
(ii) pecuniary or non-pecuniary interest (Member to complete disclosure of interest form)

3.0 REPORT BY PERFORMANCE IMPROVEMENT OFFICER
3.1

Performance Improvement Objectives, Case Studies & Associated KPIs 2nd Quarter Review
3.1 Performance Improvement.pdf

Page 1

3.1 Performance Improvement - Appendix 1.pdf

Page 4

3.1 Performance Improvement - Appendix 2.pdf

3.2

3.3

Page 15

Complaints Report - Q2 2021/22
3.2 Complaints Report.pdf

Page 19

3.2 Complaints Report - Appendix 1.pdf

Page 21

NI Audit Office - Audit and Assessment Report 2020-21
3.3 Improvement Audit & Assessment.pdf

Page 29

3.3 Improvement Audit & Assessment Appendix 1.pdf

Page 31

3.3 Improvement Audit & Assessment Appendix 2.pdf

Page 42

4.0 REPORT BY RISK OFFICER
4.1

Corporate Risk Register
4.1 G&A CRR Report Dec 21.pdf

Page 44

4.1 Appendix I Corporate Risk Dashboard.pdf

Page 46

4.1 Appendix 2 Summary of Risk Fluctuations.pdf

Page 47

5.0 CONFIDENTIAL BUSINESS - "IN COMMITTEE"
All items are confidential due to containing information relating to the financial or business affairs of any
particular person (including the Council holding that information)

5.1

REPORT BY INTERNAL AUDITOR
5.1.1

5.2

Internal Audit Progress Report - November 2021

REPORT BY CHIEF EXECUTIVE
5.2.1

Report To Those Charged With Governance

5.2.2

Acceptance of Six Monthly Statements of Assurance for the Period April
2021 - September 2021

6.0 ANY OTHER BUSINESS

Agenda 3.1 / 3.1 Performance Improvement.pdf

Back to Agenda

1

Governance & Audit Committee
9th December 2021
Report from:

Performance Improvement Officer

Item for Decision
TITLE:

Performance Improvement Objectives, Case Studies & Associated KPIs – 2nd
Quarter Review

Background and Key Issues:

Attached under Appendix 1, and Appendix 2 are two reports: The first is a quarterly
monitoring document on all the projects that will demonstrate improvement against the 2021/22
Performance Improvement Objectives, including the relevant Performance Improvement KPI.
Please note the additional section within this report, which details some case studies and
customer feedback that have demonstrated improvement during Quarter 2. This report covers
the period July – September 2021 inclusive.
The second report has been taken from the ‘Performance Manager’ System (Dashboard)
detailing the Performance Improvement Key Performance Indicators (KPIs) for the organisation.
These are the KPI results for the period July – September 2021 inclusive. There are 12
Performance Indicators; 5 KPIs are on target and 1 KPI is not on target at the end of Quarter 2
and the remaining 6 KPIs are not due to be measured until later in the year. However progress
reporting has been provided against the annual KPIs, and explanatory notes have been
provided where appropriate for all.
The following points should be noted:
KPI Reference 152; This KPI relates to footfall in all sports facilities, this target was not met by
the end of Q2 the reason for this is because centres reopened with limited numbers and
restrictions resulting in lower footfall. As they reopened activities were available to members
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only until an ease on restrictions, as follows: 30th May 2021 - LVLP & Lough Moss Gym, 4 May
2021 - Billy Neill & Activity Centre Gyms, 24 May 2021 - Indoor Classes/Pool/DIIB
KPI Reference 176; A review has been carried out of this performance improvement project as
a result of changes within Sports Service. At the start of a quarter 2, with more and more sports
facilities opened there has been a greater appetite from Vitality customers to attend ‘in person’
classes and the uptake in the virtual programme had diminished. The service has re-evaluated
the virtual programme offering and has decided to focus more on the ‘in-person’ classes.
Resource issues within the service have also added to this.
Going forward in Q3 and Q4 of this financial year the measure of success will be amended to
focus on the number and types of classes available within the entire Vitality membership rather
than only focussing on the online participation. An ongoing review will be kept in place to
assess the appetite for a virtual program from Vitality customers.
These reports are presented for consideration and scrutiny as appropriate.
Recommendation:

It is recommended that Members note and approve the appended reports.
Finance and Resource Implications:

N/A
Screening:
Equality and
Good Relations

No

Environmental
Impact
Assessment

SUBJECT TO PLANNING APPROVAL:

No

Rural
Impact
Assessment

No

No

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

APPENDICES:

Appendix 1 - a quarterly monitoring document including case studies of
improvement for the period July – September 2021 inclusive
Appendix 2 details the KPI results for the period July – September
2021 inclusive
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HAS IT BEEN SUBJECT TO CALL IN TO DATE?
If Yes, please insert date:

No

Back to Agenda

Agenda 3.1 / 3.1 Performance Improvement - Appendix 1.pdf

4

Performance Improvement Objectives
2021/22
In Year Review – Quarter 2, 2021/22

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

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

1|Page
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Performance Improvement Objective (1)
We will improve our citizen engagement methods and simplify processes for contacting the council

Improvement Project 1
Success Measure

Improve accessibility to
information and services
by expanding our suite of 8 services across the
online facilities within the Environmental Services
Directorate are made
Environmental Services
available online during
Directorate.
21/22.

Quarterly Update
By the end of Q2, 4 online services have
been delivered within the
Environmental Services Directorate:
• Building Control customers can
make online Building Regulation
“Regularisation applications” as
well as Building Notice
Applications.
• Within Environmental Health the
‘Noise App’ is available to request
noise investigations. Also an online
portal has been made available to
funeral directors, which facilitates
the online booking of a funeral or
internment of ashes.

Improvement Project 2
Success Measure
Undertake a review of the
customer care complaints
handling procedure, by
reducing to a two stage
process and improve our
timeliness of response by
stipulating timescales at
each stage.

We have reviewed the
customer care
complaints handling
procedure during
21/22
We have implemented the
customer care complaints
handling procedure during
21/22

Quarterly Update
A review of the customer care
complaints handling procedure
was undertaken in Q1and the
new procedure is now a 2 stage
process with improved timeliness
of response by stipulating
timescales at each stage.
The policy will go live at the start
of October & training will be
provided during October &
November. A further update will
be provided in the Q3 reporting.

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

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

Quarterly Update
On-line Participatory Budgeting
initiatives were launched in
Castlereagh South & East in April ’21.
39 applications were received from
across the 2 DEAs. On the conclusion
of the community voting process 32
applications received letters of offer in
July 2021 with a funding total of
£30,000. A further Participatory
Budgeting event is planned to
commence early 2022 in the
Downshire West DEA.

2|Page
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Objective 1 2021/22
We will improve our citizen engagement methods and simplify processes for
contacting the council
Outcomes contributing to our Community Plan/Corporate Plan





Public services are enhanced through co design and co-production
Community ownership and management of local assets and facilities
We feel a sense of belonging in our local neighbourhoods
There is participation and volunteering in public and community life, arts,
culture and sports by people of all backgrounds

What difference did we make?
Performance
Improvement Project 1
Q2 outcomes

Feedback and Testimonials

In Q2 the following two additional
 Customers who have engaged with the Environmental Services
online services have been
Directorate in an online capacity have reported many benefits,
delivered:
including the ability to submit both Building Notices and Building
 Within the Building
Regulation ‘Regularisation Applications’ and report noise and
Control service unit
nuisance as it is occurring. Funeral Directors have also commented
customers can make
on the benefits of being able to book an internment time outside the
online Building
traditional office working hours. These customers have been able
Regulation
to do this in a quick, efficient and easy to use manner on a 24/7
“Regularisation
basis.
Applications” to the
 In addition, customers have indicated that using the services online
Council, this includes the
have been of particular benefit to those who do not have access to
appropriate application
transport to come into the Council Offices. The ability to be able to
forms, fee payment and
avail of services and communicate with the various service units
Council receipt.
within the Environmental Services Directorate through online
 Within the Environmental
services was particularly beneficial during the restrictions imposed
Health Service Unit as
as a result of the current COVID-19 Pandemic.
part of the burial
management system an The following are some examples of some direct feedback from customers
that has been received during the first six months of 2021/22:
online portal has been
made available to funeral “A very efficient service. I was very pleased thank you.”
“A very straightforward process.”
directors, which
facilitates the online
booking of a funeral or “It’s very convenient. Would be great if other things could be added,
example applying for birth certificates, marriage licence etc etc.”
internment of ashes.
“As a funeral director I am now able to secure an internment time outside
the traditional office working hours”.
“The process is simple and easy to use”.
“I can now carry out some of my working duties remotely, this has provided
me with confidence whilst working through the pandemic”.
“Thanks for your help all at the office have been great. I've phoned recently
ref this online process the response has been very professional, helpful &
friendly”.
“I had recent contact with the building control department with a time
sensitive issue, I spoke to administration staff. At a stressful time they were
amazing help and fantastic at their jobs”.
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PROJECT 2: Customer Care - Complaints Handling Procedure
It is too early to determine the difference made by our reviewed complaints policy as it has
not yet been fully implemented. Further information will be provided to this Committee at a
future date.
Performance
Improvement Project 3
Q2 outcomes
On-line Participatory
Budgeting initiatives
were launched in
Castlereagh South and
East in April 2021 and
39 applications were
received from across
the 2 DEAs.
On the conclusion of
the community voting
process 32 applications
received letters of offer
in July 2021 with a
funding total of
£30,000.
A further Participatory
Budgeting event is
planned to commence
early 2022 in the
Downshire West DEA.

Feedback and Testimonials

During quarter two the projects commenced and below are some examples
of feedback from beneficiaries.
Carryduff Primary School
“We were delighted to be awarded
the £1000 grant for our Great EggSpectations project.
We recently received a chicken coop,
three gorgeous hens and all the
equipment necessary to look after
them. All with the intention of
extending our nurture and well-being
curriculum. The hens have proved a
big hit with both pupils and staff. The
pupils have even been getting their
hands dirty with mucking out.
With the constraints of money within
schools, this project would never
have been possible without this
grant. We are so appreciative being able to provide this opportunity for our
wonderful pupils.”
Newtownbreda Women’s Institute
“A big Thank You to Lisburn
and Castlereagh Council for
their Grand Choice grant to
Newtownbreda Women’s
Institute. Our first session of
the season was on the 2nd
Friday in October 2021 with
guest speaker Carol Ann
Creagh who told us of her
many walks on The Camino.
Without the funding from
LCCC we would have been
unable to book the
programme we have been able to. Funding enables us to book speakers,
pay for the rental of the hall we use and plan for the year ahead.”

4|Page
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Performance
Improvement Project 3
Q2 outcomes

Feedback and Testimonials

Dreamscheme
The Grand Choice grant
from Lisburn and
Castlereagh City Council
has been really valuable to
Dreamscheme and has
enabled us to provide a
weekly safe space for
local young people on
Monday afternoons. The
space is currently
benefiting a group of
young people aged 11 to
16, providing them with regular opportunities to connect with peers and to
improve their emotional and mental wellbeing through participating in a
programme of activities based on the Take 5 Steps to Wellbeing: Connect,
Be Active, Take Notice, Keep Learning and Give! So far we have been able
to use the funding to invest in new sofas for our youth centre. Funding is
also being used for sports and games equipment, Christmas community
service materials and snacks for weekly sessions.”
Outcomes and differences generated by the Participatory Budgeting
Initiative in Downshire West will be reported upon at the end of the financial
year 2021/22.

5|Page
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Performance Improvement Objective (2)
We will increase participation in Council led activities, that seek to maintain and improve
physical and mental health and wellbeing for our citizens

Improvement Project 1
Success Measure
Recover the number of Vitality
memberships and people
attending our leisure centres
to pre Covid-19 levels (this is
based upon Covid restrictions
being lifted and reopening of
facilities)

Quarterly Update

We have actively encouraged
people to re-engage with our
Sports Facilities to achieve:

Total members at end of Q2 is

• the pre Covid-19 annual target 10,314 with 1164 additional
of 4000 Vitality members per
year (this is based upon Covid
restrictions being lifted and
reopening of facilities)

• the pre Covid-19 annual target
of over 650,000 peopleattending
our sports facilities per year (this
is based upon Covid restrictions
being liftedand reopening of
facilities)

members in this quarter, which is
very encouraging.
Numbers allowed into centres are
lower due to Covid risk
assessments and customers can
book online allocated slots. This
has resulted in footfall being lower
and will be reviewed at the end of
October2021.

Improvement Project 2
Build upon the success of the
Vitality programme by
supplementing the range of
activities available to
members with a targeted
virtual programme

Success Measure
The Number and type of
classes available for online
participation reach 204
classes per quarter

Quarterly Update
Due to a greater appetite from
Vitality members to attend in
person classes the service has reevaluated the virtual programme
offering and is concentrating more
‘in person’ classes. 366 classes
were delivered during Q2.

Improvement Project 3
Success Measure
Improve the physical, mental
and emotional wellbeing of
our citizens through a number
of programmes to develop
their horticulture skills and
understand the benefits of
healthy eating

10 horticultural projects are
delivered in FY 2021/22
4 Poly-tunnels are purchased
and delivered to Community
groups in Stoneyford,
Maghaberry, Moira and
Derriaghy
20 CSAW programmes
delivered per annum
400 participants attend the
programme per Annum
We have captured and
analysed user evaluation and
feedback

Quarterly Update
7 x horticultural projects in
the community
3 x schools projects
A further project saw thousands of
plants and compost handed out to 36
x community groups
All 4 x poly-tunnels have been
delivered and installed for
community use and to encourage
the community groups participation
in Ulster In Bloom.
In the first 2 quarters of 21/22
CSAW delivered projects to:

• 551 participants
• 241 over age 60
• 141 aged 19-59
• 169 under 18

6|Page
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Objective 2 2021/22
We will increase participation in Council led activities, that seek to maintain
and improve physical and mental health and wellbeing for our citizens
Outcomes contributing to our Community Plan / Corporate Plan






We live healthy, fulfilling and long lives
Good health will no longer be dependent on where we live or what income we
have
Older people age actively and more independently to stay well connected
People of all ages are more physically active more often
We enjoy good mental health

What difference did we make? Case Studies
Performance
Improvement
Project 1&2 Q2
outcomes
• 10,314
memberships frozen at
end of Q2
• Additional 1164
memberships in Q2
alone
• Lower footfalldue to
risk assessments
and restrictions. This
will be reviewed at
the end of October
2021.
• 366 ‘in person’
Classeswere
delivered in each of
the facilities as
follows: LVLP - 207,
Lough Moss - 93,
DIIB - 6,
Billy Neill - 6,
Glenmore - 21,
Killmakee - 18,
Grove - 15

Feedback and Testimonials

Sports Services
At the start of a quarter 2, with more and more sports facilities opened there
has been a greater appetite from Vitality customers to attend ‘in person’
classes and the uptake in the virtual programme had diminished. The
service has re-evaluated the virtual programme offering and has decided to
focus more on the ‘in-person’ classes. Additional and new classes have
been added to the Vitality programme and below are details on these
including feedback from customers who participated in these ‘in-person’
classes.
Feel Good Yoga In September, a new ‘Feel Good Yoga’ class was
launched at Grove Activity Centre. The class guides participants through
the routines of posture and sequence to strengthen, relax and increase
flexibility in the body. Sessions are free to Vitality members as part of their
membership package.
Baby Yoga A new parent and baby yoga class was launched in September
at Grove Activity Centre. The class is aimed at relaxing baby through a
range of movements to promote the health and wellbeing of families.
Sessions are free to Vitality members.
Customer Feedback from Social Media

“Clearly my little one was relaxed after yoga.
They lay like this when the class was finished
until we had to leave! Great class thank you”
“Great class today, been practising some of
the moves before
pyjama time!”
“Great class today really enjoyed it and so did
Sophia. Thanks Gill Bann”
“First class today with Gill! It was a fab class and Gill
made you feel at ease and explained everything so
well. I am booked in for next week again. Great
class!”
Bootcamps Early morning bootcamps restarted at Lough Moss Leisure
Centre every Tuesday and Friday morning, following positive feedback from
Vitality members. Sessions also continued at Billy Neill MBE Country Park
on Monday and Wednesday offering members in the east of the council
area a wide choice of sessions.
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Performance
Improvement
Project 1&2 Q2
outcomes

Feedback and Testimonials

Women’s Classes Two new women’s classes were launched at Lagan
Valley LeisurePlex and Lough Moss Leisure Centre in September. This
included women’s self-defence and kick boxing. These sessions were
aimed at improving fitness and building confidence around staying safe.
Classes were available as part of the Vitality membership timetable.
Children’s Classes A new range of children’s classes was added to the
timetable at Lough Moss Leisure Centre in September. This included Teen
Pilates, Kids Cricket, Games Club and Vitality Family Fun sessions. All
classes are free to Vitality members.
Archery Archery classes were launched at Kilmakee Activity Centre for
adults and children aged 7+ years. Sessions run on Tuesday and
Wednesday with a choice of two session times. Classes are available as
part of the Vitality membership package.
Bike and Body HIIT This new class was introduced at Lagan Valley
LeisurePlex in July. The session incorporates body weight exercises in the
form of a High Intensity Training. The class is free to Vitality members and
is targeted towards those with a good level of fitness.
Pilates & Yoga Pilates and yoga sessions returned to Dundonald
International Ice Bowl to provide a class timetable to Vitality members under
the current restrictions. An extra Pilates class was also added to the
timetable at Glenmore Activity Centre.
Adult & Toddler Gymnastics In June, the popular adult and toddler
gymnastics session was added to the timetable at Glenmore Activity
Centre. Little ones can keep entertained with toys, play and gymnastics
equipment. The sessions are free to Vitality members.
New Open Family Sessions Due to popular demand, new Open Family
Lazy River and Aqualand sessions were added to the timetable at Lagan
Valley LeisurePlex in September. These additional sessions take place
every Monday and Friday from 3.15pm-4.15pm and 4.15pm-5.15pm.
These sessions are available as part of the Vitality membership package
and are aimed at families with younger children to help facilitate the high
demand for these sessions.
Comments from customers on social media
 This sounds fun!
 We should take the kids sometime
 Will we book it
 We should book this now
Pickleball - Pickleball for customers aged 50+ returned in July at Lagan
Valley LeisurePlex. The session take place on Wednesday mornings with
restricted numbers.
Gym Vitality members continue to enjoy the gym as capacities are
increased in line with current restrictions. Below is a walk through video of
the gym at Lagan Valley LeisurePlex to help reintroduce members back to
facilities.
https://www.facebook.com/laganvalleyleisureplexlisburn/videos/297606445
421600
Ice Skating DJ sessions returned to the ice and tenpin bowling in
September to enhance the overall experience for customers visiting the
centre. Ice sessions were rebranded to target music and lighting at specific
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Performance
Improvement
Project 1&2 Q2
outcomes

Feedback and Testimonials

groups of customers depending on their preference. Sessions include
Family Fun, Pop & Chart and Club & Dance with a blend of disco lights and
prize giveaways. A new skating aid was also launched in September to help
children under 1m in height take their first steps on the ice with an adult.
The aid is a great opportunity for little ones to enjoy their first feel of the ice
while with an adult. Ice skating, tenpin bowling and Indiana Land is free to
Vitality members. The following video link highlights some of the DJ
sessions
https://www.facebook.com/dundonaldicebowl/videos/543126193408756
Testimonial Reviews A video from a Vitality member outlining how her
family enjoys using their Vitality membership, particularly in light of the
pandemic.
https://www.facebook.com/VitalityLisburnCastlereagh/videos/29533636231
4388
New Post Exercise Referral Membership - A new referral pathway has
been created by LCCC for Healthwise Scheme completers. Clients can now
benefit from a reduced fee Exercise Referral Vitality membership package
of £17.50 p/m for 3 months once they complete the 12 week referral
programme. This membership makes it financially appealing for completers
to continue exercising and improving their health. Uptake has been steady
(around 50% of completers) while feedback from customers has been very
pleasing. It is fantastic that these previous referral clients have a clear
pathway towards the mainstream Vitality membership package.
The Outdoor Walking Group has provided participants with regular social
interaction during the pandemic. Many participants feel that it is having a
positive impact on their mental health. Please see the following testimonies;
Thanks for the photos Gareth,
what a fabulous blue sky. I just
love this group, we all get on
so well, thank you for getting
us all together. See you next
week, Lesley

Hi Gareth that was a wonderful
walk today. Antrim park was
looking terrific, and as usual the
craic was great!! Another
successful Wednesday Walk.
Thank you Gareth you are an asset
to the Lisburn Leisureplex. Look
forward to the next walk. Eileen

Benefits
Clients benefit greatly from the programme and many stay on to become
Vitality members or get involved in LCCC step down programmes such as
Active Ageing, Couch to 5k, Pickleball, Walking Football/Rugby etc.
Benefits include;
 Increased Physical Fitness, flexibility and general mobility
 Decreased Blood Pressure and RHR
 Improvement in mental wellbeing, mood and confidence
 Reduced stress/anxiety
 Helps reduce the chances of getting CHD, Diabetes, stroke etc. while
also helps manage various medical conditions
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Performance
Improvement
Project 1&2 Q2
outcomes

Feedback and Testimonials

 7 x community
horticultural
projects in the
community
 3 x schools
projects
 A further project saw
thousands ofplants
and compost handed
out to 36 x community
groups
 All 4 x poly- tunnels
have been delivered
and installed for
community use and to
encouragethe
community groups
participation in Ulster
In Bloom.

A lot of great work has taken place in the first half of the year to improve the
physical, mental and emotional wellbeing of our citizens through a number
of programmes which are developing their horticulture skills and helping
them understand the benefits of healthy eating.
Below is some feedback on the School Allotment Programme:
‘Sense of achievement and motivation for the children to grow veg

 In the first 2 quarters
of 21/22 CSAW
delivered projects to:
 551 participants
 241 over age 60
 141 aged 19-59
 169 under 18

themselves’
‘Great programme, healthy organic growing and healthy food’
‘Making children aware of the importance of growing’
‘I just wanted to thank you for organising what was a
brilliant two days for the children. They loved every
minute of it as did the staff attending.
We are working on outdoor learning across the
school and would be interested in any other
workshops you would have throughout the year.
Thanks again Nuala’
‘Thank you for organising our trip to Bell's allotment,
it was a brilliant morning, and the children learnt a lot.
The morning was well organised and very informative
for both the children and adults. It was a lovely
surprise to come away with many planted seeds for
our poly tunnel. They made bug hotels!!’

Older People’s Allotment Programme Feedback:
Due to Covid restrictions, the Council are unable to provide refreshments
for groups. The importance of this social time has been highlighted by the
Older People’s Group. They have started bringing their own tea and
biscuits, as they value this social time together at the start of the session.
On one occasion, one of the participants was unable to attend for the whole
gardening session, but she called in for her cup of tea and then went on her
way. She wanted to catch up with the people
she now calls friends. This friendship bond,
with those who previously did not know each
other, was unexpected and highlights the
importance of social interaction in these
unprecedented times.
‘I have learnt how to plant & cultivate
seeds/cuttings & how to care for them. I now
know what season is best for planting certain
vegetables & flowers. Overall the horticultural
class has been a great learning experience.’
‘I have learnt wood working skills making the
bird house and
window box. I have
learnt a lot about
planting seeds,
tending and harvesting plants, manuring the beds
and care of tools. It was also great to learn from
other gardeners.’
‘Has helped me with my mental health and
improved my gardening skills while learning. I have
learnt wood working skills making bird boxes and
window box. I have learnt about planting seeds,
tending and harvesting plants, manuring the beds
and care of tools. It was great to learn from other
gardeners. Overall the horticultural class has been
a great learning experience.’
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Performance
Improvement
Project 1&2 Q2
outcomes

Feedback and Testimonials

Polytunnel at Moira Demesne
Also 4 Poly-tunnels were purchased
and delivered to Community groups in
Stoneyford, Maghaberry, Moira and
Derriaghy.
See below where a local community
representative has provided positive
feedback on the impact the Moira poly
tunnel will make to that group.
‘The new poly tunnel, especially once it has a water supply nearby, will let
Moira in Bloom broaden our activities and get more residents involved. We’ll
be able to grow foodstuffs, keep perennial bedding going when we need to lift
it from the beds and not least, provide somewhere for the community to be
involved whatever the weather. We’re already looking after several Duke of
Edinburgh students; this will expand to other youth and residents’ groups as
we’re able to get them involved in year-round poly tunnel gardening.
First on the list is creating a growing medium. We’re going to turn stony waste
ground into fertile beds by layering up from cardboard to manure to green
mulch to compost, giving crops a foot thick bed to grow in.’

Derriaghy Polytunnel

Other C-Saw programmes provided the following feedback:
Men’s Health Week Event
‘Good to socialise and keep fit, made me feel happier.’
Online Yoga
‘Thoroughly loving this block of classes. The moves and positions are
suitable for all, with suggestions for alternatives depending on your ability.
Fantastic yoga sessions!’
‘I work from home sitting at a laptop all day so it is good to get moving for a
while.’
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All
(Type = 'Performance Improvement')

Wednesday 17th of November 2021

2
Red

0
Amber

9
Green

1
Grey

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

Chief Executives Office

1
Green

1
Grey

Environmental Services

1
Green

Parks & Amenities

4
Green

Sports Services
Arts ,Culture and Community Services
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SPORTS SERVICES

DUE 1ST OCT 21

151 : Vitality membership Achieve the pre Covid-19 annual target of
4000 Vitality members per year. Achieve the pre Covid-19 annual target
of 4000 people taking out membership of our leisure facilities
TARGET
ACTUAL

1000
982

TARGET

ACTUAL

STATUS

1000

1164

Green

16

1000
1164

Notes: Total members end of Q2 10,314 (head members 3804)

SPORTS SERVICES

DUE 1ST OCT 21

152 : Footfall of all Leisure facilities Achieve the pre Covid-19 numbers of
people attending our leisure facilities. Achieve the pre Covid-19
numbers of people attending our leisure facilities
TARGET
ACTUAL

TARGET

ACTUAL

STATUS

425,000

320,628

Red

425,000
320,628

Notes: Centres opened as below with limited numbers and restrictions resulting in lower footfall. At the start activities
were available to members only until an ease on restrictions: 30th May 2021 - LVLP & Lough Moss Gym 4 May 2021 - Billy
Neill & Activity Centre Gyms 24 May 2021 - Indoor Classes/Pool/DIIB

SPORTS SERVICES

DUE 1ST OCT 21

176 : Vitality Programme - Number and type of classes available online
Number and type of classes available online as part of the Vitality
Programme. Number and type of classes available online as part of the
Vitality Programme (Cardio & Strength - 180, Conditioning 24)
TARGET
ACTUAL

204
190

TARGET

ACTUAL

STATUS

204

0

Red

204
0

Notes: No online classes were delivered. Alternatively 366 classes were delivered in person in each of the facilities as
follows: LVLP - 207, Lough Moss - 93, DIIB - 6, Billy Neill - 6, Glenmore - 21, Killmakee - 18, Grove - 15

PARKS & AMENITIES

187 : Horticultural Projects Number of horticultural projects delivered
during 2021/22. Number of horticultural projects delivered during
2021/22
TARGET
ACTUAL

DUE 1ST APR 22
TARGET

ACTUAL

STATUS

10

11

Green

10
11

Notes: The Biodiversity Officer led on 7 x community projects and 3 x schools projects - Old Warren PS, Dromara PS &
Tonagh PS. In addition 36 x community groups benefitted from the distribution of thousands of plants and compost
(listed as one project)
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PARKS & AMENITIES

188 : Poly-tunnels Number of poly-tunnels purchased and delivered to
community groups during 2021/22. Number of poly-tunnels purchased
and delivered to community groups during 2021/22
TARGET
ACTUAL

DUE 1ST APR 22
TARGET

ACTUAL

STATUS

4

4

Green

17

4
4

Notes: Maghaberry, Moira, Stoneyford and Derriaghy

PARKS & AMENITIES

189 : CSAW programmes CSAW programme KPIs. Number of CSAW
programmes delivered during 2021/22
TARGET
ACTUAL

DUE 1ST APR 22
TARGET

ACTUAL

STATUS

20

28

Green

20
28

Notes: 26 x 'in person' programmes 2 x 'zoom' programmes

PARKS & AMENITIES

189 : CSAW programmes CSAW programme KPIs. Number of CSAW
programme participants during 2021/22
TARGET
ACTUAL

DUE 1ST APR 22
TARGET

ACTUAL

STATUS

400

551

Green

400
551

Notes: 551 in first 6 months (Apr - Sep) - report attached

ARTS ,CULTURE AND COMMUNITY SERVICES

190 : Participatory Budgeting Participatory Budgeting initiative across 3
DEAs during 2021/22. Number of applications received
TARGET
ACTUAL

DUE 1ST OCT 21
TARGET

ACTUAL

STATUS

30

39

Green

30
39

Notes: 39 Applications received during Quarter 1

ARTS ,CULTURE AND COMMUNITY SERVICES

190 : Participatory Budgeting Participatory Budgeting initiative across 3
DEAs during 2021/22. Number of awards made
TARGET
ACTUAL

DUE 1ST OCT 21
TARGET

ACTUAL

STATUS

22

32

Green

22
32

Notes: On the conclusion of the community voting process 32 applications received letters of offer in July 2021 with a
funding total of £30,000. A further Participatory Budgeting event is planned to commence early 2022 in the Downshire
West DEA.
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ENVIRONMENTAL SERVICES

191 : Online services Number and type of services available online
within the Environmental Services Directorate. Number and type of
services available online within the Environmental Services Directorate
TARGET
ACTUAL

2
2

DUE 1ST OCT 21
TARGET

ACTUAL

STATUS

2

2

Green

18

2
2

Notes: Building Control Service Unit: Ability to submit Building Regulation "Regularisation Applications" online.
Environmental Health Service Unit Online portal to facilitate funeral directors to book a funeral or internment of ashes
online.

CHIEF EXECUTIVES OFFICE

192 : Customer Care Customer Care - Complaints Handling Procedure.
Did we review the customer care complaints handling procedure?
TARGET
ACTUAL

DUE 1ST APR 22
TARGET

ACTUAL

STATUS

Yes

Yes

Green

Yes
Yes

Notes: This was completed in Quarter 1, a further mid year review is planned for the end of the calendar year when the
NIPSO (NI Public Services Ombudsman) launch their Complaints Handling Guidance

CHIEF EXECUTIVES OFFICE

192 : Customer Care Customer Care - Complaints Handling Procedure.
Did we implement the customer care complaints handling procedure?
TARGET
ACTUAL

DUE 1ST APR 22
TARGET

ACTUAL

STATUS

Yes

No

Grey

Yes
No

Notes: The policy is due to go live at the start of October with training rolled out during October and November. This will
be reported on during Quarter 3
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Governance & Audit Committee
9th December 2021
Report from:

Performance Improvement Officer

Item for Decision
TITLE:

Complaints Report

Background and Key Issues:
Attached under Appendix I is a comparative report taken from the Council’s Customer Care
System. This report details the number of comments, complaints and compliments in Quarter 2
of 2021/22.
This report is presented for consideration and scrutiny as appropriate.
Recommendation:

It is recommended that Members note and approve the appended report.
Finance and Resource Implications:

N/A
Screening:
Equality and
Good Relations

No

Environmental
Impact
Assessment

No

Rural
Impact
Assessment

No
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SUBJECT TO PLANNING APPROVAL:

No

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

APPENDICES:

Appendix I – complaints during Q2

HAS IT BEEN SUBJECT TO CALL IN TO DATE?
If Yes, please insert date:

No

Agenda 3.2 / 3.2 Complaints Report - Appendix 1.pdf
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CUSTOMER CARE REPORT
Q2
1ST JULY 2021-30TH-SEPTEMBER 2021

LISBURN & CASTLEREAGH CITY COUNCIL
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Quarter 1 (Q1) - Quarter 2 (Q2) Analysis
Call Type
Service Requests
Complaints
Compliments
Comments
TOTAL CALLS

Q1 2021-2022
1125
183
38
63
1409

Q2 2021-2022
1034
129
49
29
1241

Customer Care calls decreased between Q1 and Q2 by 168, a reduction of 11.9%.
Complaints decreased significantly by 54 (29.5%) to 129. Comments also decreased
significantly by 34 (53.9%) to 29. Compliments rose by 11, an increase of 28.9%.
Analysis of Customer Care Calls in Quarter 2 per Department
Department

Comments

Complaints

Compliments

TOTAL

0

Service
Requests
0

Chief Executive’s
Office
Environmental
Services
Finance &
Corporate
Services
Leisure &
Community
Service
Transformation
Non
Council
TOTAL

0

0

4

62

9

1004

1079

0

5

3

1

9

13

42

32

19

106

5

9

5

0

19

7

11

0

10

28

29

129

49

1034

1241

0

A breakdown of calls received for the Environmental Services Department is as follows:

Environmental Services Department - All Calls
Planning Enforcement

0

Sensitive Call

1

Building Control

13

Environmental Health

77

Waste Management & Operational Services

988

0

200

400

600

800

1000

1200

1|Page

Back to Agenda

Agenda 3.2 / 3.2 Complaints Report - Appendix 1.pdf

23
Overall 1079 Customer Care calls were logged to Environmental Services. Of the 1079 calls
received 988 were directed at Waste Management and Operational Services. A total of 919
calls were in relation to Domestic Refuse Collection, 787 recorded as damaged, 29 not
collected and 76 recorded as missing. The amount of damaged bins remains consistent, 774
were reported in Q1 2021/2022, a slight increase of 13 in this Quarter. The damaged bins
are a mix of colours, unfortunately it cannot be identified if there is a problem with bin
quality or an issue with vehicles during collection. There were a further 25 General Enquiries
and 2 Recycling queries in relation to Domestic Refuse Collection. Further areas of note
were Street Cleansing with 37 calls and the Bryson House Contract with 10. The remaining
22 calls within Waste Management and Operational Services were evenly spread
throughout the remaining areas.
Fly Tipping (16), Noise (15), Public Health & Housing (14), Dog Control (9), Off Street Parking
(8), Pollution Control (5), Pest Control (4), Health & Safety (3) and Air Quality (3) equate to
77 calls recorded for Environmental Health.
There were 13 calls logged to Building Control, the majority 8 (61.5%) relating to street
signage.
A breakdown of calls received for Leisure & Community Wellbeing is as follows:

Leisure & Community Wellbeing
70
60
50
40
30
20
10
0
Lough Moss 1

Activity Centres 2

Golf Courses 1

Bonfires 2

Sports Services 2

Sports Development 1

Good Relations 7

LVLP 13

DIIB 14

Parks & Amenities 63

Parks and Amenities within the Department received the highest number of calls at 63.
There were 23 complaints, 14 compliments, 10 comments and 16 Service Requests. Reasons
for complaints were varied, cleanliness, opening times and parking being the most common.
There were 14 calls logged in relation to Dundonald International Ice Bowl in Q2. 11 of these
calls were logged as compliments and only 3 as complaints.
The Leisureplex received 13 calls. 7 were complaints and 6 were compliments. The
complaints were directed at the main swimming pool, leisure pool and issues with booking /
cancellation.
2|Page

Back to Agenda

Agenda 3.2 / 3.2 Complaints Report - Appendix 1.pdf

24
A breakdown of calls received for Service Transformation is as follows:

Service Transformation
Call by unit during Q2
12
10
8
6
4
2
0

11

8
0

0

0

Within Service Transformation 19 calls were logged. This was an increase of 6 calls since Q1.
Calls were varied and most complaints recorded were in relation to planning proposals and
an offensive poster campaign near Asda in Dundonald.

A breakdown of calls received for Finance & Corporate Services is as follows:
Q2
Area

Comments

Complaints

Compliments

Registration

0

0

Member
Services
Centre
Management

0

Total

1

Service
Requests
0

3

1

0

4

0

2

1

1

4

0

5

3

1

9

1

TOTAL
Within Finance & Corporate Services 9 calls were logged. This was a decrease of 8 calls since
Q1. Calls were varied and the complaints recorded were in relation to social media activity,
customer service from security in LVI and poor correspondence received from LCCC. The
compliments received were for excellent customer service provided by staff at a wedding,
an excellent presentation at a House of Lords Committee meeting and special thanks to LVI
staff for the support given to SEHCT for their NHS flag raising ceremony.
There were a total of 28 calls through the Customer Care System that were Non-Council
related and these were referred as necessary to DFI, NIHE, PSNI, NI Direct Helpline and the
South Eastern Trust. The vast majority of these calls 68% (19 of 28) were referred to DFI.

3|Page
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Complaints Analysis

Chief Executive
Environmental Services
Support Services
Leisure & Community Wellbeing
Service Transformation
Non Council
TOTAL

Q3
2020/2021

Q4
2020/2021

0
84
1
31
37
19
172

0
153
0
29
20
46
248

Q1
2021/2022

Q2
2021/2022

0
85
4
26
2
63
180

0
62
5
42
9
11
129

Looking back at the previous 3 Quarters we can see that Complaints are at their lowest for
the period.
Environmental Services and Leisure & Community Wellbeing are the 2 areas with the
highest number of complaints with 62 (48.6%) and 42 (32.5%) respectively. This is to be
expected as they remain the 2 departments with the highest number of calls, with 1079 and
106 respectively. Whilst 129 complaints overall is still high it sees a reduction of 51 (28.3%)
on the previous Quarter. The re-occurring theme of damaged bins, missed collections
maintains Environmental Services as the most popular department for complaints.
The table below provides some detail on the comments and complaints received during Q2.
Comment
Comment

Comment
Complaints

Complaints

Complaints
Complaints

Department

Service

Issue

Environmental
Services
Leisure &
Community Services

Waste
Management
Parks &
Amenities

Requests for additional caddy liners

Service
Transformation
Environmental
Services

Development

Public Realm Scheme – Glenavy

Waste
Management

Bins not collected / Bins damaged
Bryson House Contract – Bins not collected
Amenity Sites – Opening times/Entry
Requirements

Leisure &
Community Services

Parks &
Amenities

Anti-social behaviour
Grounds maintenance
Issues relating to dogs in parks
Parks opening times

Service
Transformation
Support Services

Sports
Services
Planning
Centre
Management
Member
Services

Reports of damage to park equipment
Enquiries regarding the fireworks display at
Wallace Park

Booking/Cancellation issues
Planning objection
Abortion Poster Campaign
Security – Lagan Valley Island
Grand Choice Funding Programme
4|Page
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Compliments: There were 49 compliments received during Q2 of which Leisure &
Community Wellbeing received 32 (65.3%) - Parks and Amenities (14), DIIB (11), Leisureplex
(6) and Activity Centres (1). Overall, compliments rose by 11 (28.9%) from 38 in the previous
Quarter. A few examples of the compliments that were received are as follows:
SERVICE TRANSFORMATION
“Just home, thank you again to you and your colleagues for
meeting with us and for the opportunity to see the project. I will
definitely be back in Hillsborough sooner rather than later. The
hospitality was much appreciated and delicious.” – Tourism NI –
20/07/21

ENVIRONMENTAL SERVICES
“Customer phoned this afternoon to advise that she has
received her replacement brown bin and wanted to pass on
her huge thanks for providing such a prompt service and in
the timeline that was stated.” – 14/07/21

FINANCE & CORPORATE SERVICES
“Thank you so much for everything. A smooth, stress
free wedding, we couldn’t have wished for better ☺”
– 13/08/21

LEISURE & COMMUNITY SERVICES

“I just wanted to say a huge thank you to you and your department for
organising the seats along the Greenway. The seats are beautiful, very
well positioned and already proving to be a great asset along the path.
So many folk, including myself, are full of admiration for them. Again,
thank you very much.” – 05/08/21

REPORTALL APP
The number of calls received on the ReportAll App reduced slightly in Q2 to 80 in
comparison to 106 in Q1. The most common reasons for calls on the app continue to be
reported incidents of fly tipping and reports of dog fouling. Other common calls were in
relation to abandoned cars in several different areas and concerns were also raised
regarding the pond in Wallace Park needing cleaned.

5|Page
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ESCALATED COMPLAINTS
In line with the Corporate Customer Care Policy, there were 3 stages for dealing internally
with Customer Care complaints. During Q1 there was only 1 call escalated to Stage 2 –
Director Level. This increased to 3 calls being escalated to Stage 2 in Q2 - Director Level. All
3 of these escalated calls have been closed successfully. There were 0 calls escalated to
Stage 3 – Chief Executive Review.
As we move forward into Quarter 3 the Customer Care Policy will change from a 3 stage
process to a 2 stage process. STAGE 1 - Service Level and STAGE 2 - Director Level

OMBUDSMAN COMPLAINTS
There were 0 complaints escalated to the Ombudsman in Quarter 2.

CUSTOMER SATISFACTION SURVEY
There were 7 Customer Satisfaction ratings returned during Quarter 2. (This refers to the
complaints communication between Lisburn & Castlereagh City Council and the customer,
not the outcome of the correspondence.) Overall 4 were rated as excellent, 2 were good and
1 was acceptable. There were no ratings of Poor during Quarter 2.

DEPARTMENT
CHIEF
EXECUTIVE
ENVIRONMENTAL
SERVICES
SUPPORT
SERVICES
LEISURE &
COMMUNITY
SERVICE
TRANSFORMATION
NON
COUNCIL
TOTAL

EXCELLENT
0

GOOD
0

ACCEPTABLE
0

POOR
0

TOTAL
0

3

1

1

0

5

0

0

0

0

0

1

0

0

0

1

0

1

0

0

1

0

0

0

0

0

4

2

1

0

7
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When customers receive their Satisfaction surveys they are asked for a one word reply.
Excellent, Good, Acceptable and Poor. On occasion they will attach a comment rather than
leave a simple reply.

“Communication was excellent. The reply was in my inbox
before I looked for it. Can't ask for more.” - 27/09/21

“Communication handled in an excellent manner
10/10.” - 20/07/21

“I would rate the Service and the prompt action to sort
my issue by the council staff as excellent.” - 19/07/21
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Governance & Audit Committee
9th December 2021
Report from:

Performance Improvement Officer

Item for Decision
TITLE:

NI Audit Office - Audit and Assessment Report 2020-21

Background and Key Issues:
Attached under Appendix 1 and 2 is a final report and certificate of compliance recently issued
by the NI Audit Office. This refers to the financial year 2019/20.
As Members are aware the Local Government Auditor carried out a Performance Improvement
Audit of the Council in 2020 in order to meet the requirements of the Local Government Act (NI)
2014. There has been a delay in this report and certificate of compliance being issued due to the
Covid-19 pandemic.
This report is presented for consideration and scrutiny as appropriate.
Recommendation:

It is recommended that members note and review the appended reports.
Finance and Resource Implications:

N/A
Screening:

Back to Agenda
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Equality and
Good Relations

No

Environmental
Impact
Assessment

SUBJECT TO PLANNING APPROVAL:

Rural
Impact
Assessment

No

No

No

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

APPENDICES:

Appendix 1 – Audit and Assessment Report 2020-21 from NIAO
Appendix 2 – Certificate of Compliance

HAS IT BEEN SUBJECT TO CALL IN TO DATE?
If Yes, please insert date:

No
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Lisburn and Castlereagh City Council
Audit and Assessment Report 2020-21
Report to the Council and the Department for Communities
under Section 95 of the Local Government (Northern
Ireland) Act 2014

30 November 2021
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We have prepared this report for sole use of Lisburn and Castlereagh City Council and the Department for
Communities. You must not disclose it to any third party, quote or refer to it, without our written consent and we
assume no responsibility to any other person.
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1. Key Messages

Summary of the audit
Audit outcome

Status

Audit opinion

Unqualified opinion

Audit assessment

The LGA has concluded that she is unable to
assess whether Council was likely to comply
with Part 12 of the Local Government Act
(Northern Ireland) 2014 (the Act) during 202021 due to the impact of the COVID-19
pandemic on normal services.
The LGA made no statutory recommendations

Statutory recommendations
Proposals for improvement

The LGA made no new proposals for
improvement

This report summaries the work of the Local Government Auditor (LGA) on the 2020-21 performance
improvement audit and assessment undertaken on Lisburn and Castlereagh City Council. We would
like to thank the Chief Executive and his staff, particularly the Interim Head of Audit, Risk &
Performance, for their assistance during this work.
We consider that we comply with the Financial Reporting Council (FRC) ethical standards and that, in
our professional judgment, we are independent and our objectivity is not compromised.

Audit Opinion
The LGA has certified the performance arrangements with an unqualified audit opinion, without
modification and confirms that an improvement audit and improvement assessment has been
conducted. In line with the Local Government (Meetings and Performance) (Northern Ireland) Act
2021, councils were not required to publish an improvement plan for 2020-21 and therefore no
audit of a plan could be undertaken. The audit opinion has therefore been amended from that
provided in previous years.

The LGA also states that, as a result, she believes that the Lisburn and Castlereagh City Council (the
Council) has discharged its performance improvement reporting duties, by publishing its assessment
of performance for 2019-20, and has acted in accordance with the Guidance in this regard.
2
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Audit Assessment
The LGA has assessed whether Lisburn and Castlereagh City Council (the Council) is likely to comply
with its performance improvement responsibilities under Part 12 of the Local Government Act
(Northern Ireland) 2014 (the Act) for 2020-21 (known as the improvement assessment). In normal
circumstances this work would have been undertaken in time for this report to be issued by 30
November 2020. However this was delayed whilst awaiting legislation to clarify the performance
improvement arrangements for this period. In light of the impact of the COVID-19 pandemic on
council services, the LGA has concluded that she is unable to reach an opinion on whether the
Council was likely to have complied with its performance improvement responsibilities for 202021.The LGA did not exercise her discretion to assess and report whether the council is likely to
comply with these arrangements in future years.

Audit Findings
During the audit and assessment we identified no issues requiring a formal recommendation under
the Act. We also identified no issues requiring a Proposal for Improvement, which represents good
practice to assist the Council in meeting its responsibilities for performance improvement.
In line with discussions with the Department for Communities and councils on the impact of
COVID-19 on council resources it was agreed that consideration of performance improvement
themes would be restricted for this year to considering the collection, use and publication of
performance information in the self-assessment report. Detailed observations on this theme are
provided in Annex B.

Status of the Audit
The LGA’s audit and assessment work on the Council’s performance improvement arrangements is
now concluded. By March 2022 she will publish an Annual Improvement Report on the Council on
the NIAO website, making it publicly available. This will summarise the key outcomes in this report
and work conducted in 2021.
The LGA did not undertake any Special Inspections under the Act in the current year.
As a result of the changes made to performance improvement requirements in light of the
pandemic, the extent of audit work undertaken reduced compared to that in previous years. This
will be reflected in the audit fee for this work, which will be confirmed shortly.

Management of information and personal data
During the course of our audit we have access to personal data to support our audit testing. We
have established processes to hold this data securely within encrypted files and to destroy it where
relevant at the conclusion of our audit. We can confirm that we have discharged those
responsibilities communicated to you in accordance with the requirements of the General Data
Protection Regulations (GDPR) and the Data Protection Act 2018.

3
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2. Audit Scope
Part 12 of the Act provides all councils with a general duty to make arrangements to secure
continuous improvement in the exercise of their functions. It sets out:



a number of council responsibilities under a performance framework; and
key responsibilities for the LGA.

The Department for Communities (the Department) has published ‘Guidance for Local Government
Performance Improvement 2016’ (the Guidance) which the Act requires councils and the LGA to
follow. Further guidance to clarify the requirements of the general duty to improve was issued by
the Department during 2019.
The improvement audit and assessment work is planned and conducted in accordance with the
Audit Strategy issued to the Council, the LGA’s Code of Audit Practice for Local Government Bodies
in Northern Ireland and the Statement of Responsibilities.

The improvement audit
Each year the LGA has to report whether each council has discharged its duties in relation to
improvement planning, the publication of improvement information and the extent to which each
council has acted in accordance with the Department’s Guidance. In line with the Local Government
(Meetings and Performance) (Northern Ireland) Act 2021, councils were not required to publish an
improvement plan for 2020-21. The procedures conducted in undertaking this work are referred to
as an “improvement audit”. During the course of this work the LGA may make statutory
recommendations under section 95 of the Act.

The improvement assessment
The LGA also has to assess annually whether a council is likely to comply with the requirements of
Part 12 of the Act, including consideration of the arrangements to secure continuous improvement
in that year. This is called the ‘improvement assessment’. She also has the discretion to assess and
report whether a council is likely to comply with these arrangements in future years.

The annual improvement report on the Council
The Act requires the LGA to summarise all of her work (in relation to her responsibilities under the
Act) at the Council, in an ‘annual improvement report’. This will be published on the NIAO website
by March 2022, making it publicly available.

Special inspections
The LGA may also, in some circumstances, carry out special inspections which will be reported to the
Council and the Department, and which she may publish.

4
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3. Audit Findings
This section outlines key observations in the form of proposals for improvement, arising from the
audit of the Council’s collection, use and publication of performance information.
These are not formal recommendations, which are more significant matters which require action to
be taken by the Council in order to comply with the Act or Guidance. Proposals for improvement
include matters which, if accepted, will assist the Council in meeting its performance improvement
responsibilities. The LGA may follow up how key proposals have been addressed in subsequent
years. We recommend however that the Council’s Audit Committee track progress on all proposals
for improvement.
Our procedures were limited to those considered necessary for the effective performance of the
audit and assessment. Therefore, the LGA’s observations should not be regarded as a
comprehensive statement of all weaknesses which exist, or all improvements which could be made.
Detailed observations can be found at Annex B.
No new Proposals for Improvement have been made.
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4. Annexes
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Annex A – Audit and Assessment Certificate
Audit and assessment of Lisburn and Castlereagh City Council’s performance improvement
arrangements
Certificate of Compliance
I certify that I have audited Lisburn and Castlereagh City Council’s (the Council) assessment of its
performance for 2019-20 in accordance with section 93 of the Local Government Act (Northern
Ireland) 2014 (the Act) and the Code of Audit Practice for local government bodies.
I also certify that I have performed an improvement assessment for 2020-21 on whether the Council
is likely to have complied with the requirements of Part 12 of the Act.
This is a report to comply with the requirement of section 95(2) of the Act.
Respective responsibilities of the Council and the Local Government Auditor
Under the Act, the Council has a general duty to make arrangements to secure continuous
improvement in the exercise of its functions and to set improvement objectives for each financial
year. The requirement to set improvement objectives and publish an improvement plan was not
required for 2020-21 under the Local Government (Meetings and Performance) (Northern Ireland)
Act 2021. The Council is required to gather information to assess improvements in its services and
to issue a report annually on its performance against indicators and standards which it has set itself
or which have been set for it by Government departments.
The Act requires the Council to publish a self-assessment before 30 September in the financial year
following that to which the information relates, or by any other such date as the Department for
Communities (the Department) may specify by order. The Act also requires that the Council has
regard to any guidance issued by the Department in publishing its assessment.
As the Council’s auditor, I am required by the Act to determine and report each year on whether:


The Council has discharged its duties in relation to improvement planning, published the
required improvement information and the extent to which the Council has acted in
accordance with the Department’s guidance in relation to those duties; and



The Council is likely to comply with the requirements of Part 12 of the Act.

Scope of the audit and assessment
For the audit I am not required to form a view on the completeness or accuracy of information or
whether the improvement plan published by the Council can be achieved. My audit of the Council’s
assessment of performance, therefore, comprises a review of the Council’s publication to ascertain
whether it included elements prescribed in legislation. I also assessed whether the arrangements for
publishing the document complied with the requirements of the legislation, and that the Council had
regard to statutory guidance in preparing and publishing them.
For the improvement assessment I am required to form a view on whether the Council is likely to
comply with the requirements of Part 12 of the Act, informed by:

7
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A forward looking assessment of the Council’s likelihood to comply with its duty to make
arrangements to secure continuous improvement; and



A retrospective assessment of whether the Council has achieved its planned improvements
to inform a view as to its track record of improvement.

My assessment of the Council’s improvement responsibilities and arrangements, therefore,
comprised a review of certain improvement arrangements within the Council, along with
information gathered from my improvement audit.
The work I have carried out in order to report and make recommendations in accordance with
sections 93 to 95 of the Act cannot solely be relied upon to identify all weaknesses or opportunities
for improvement.
Audit opinion
Publication of improvement information
As a result of my audit, I believe the Council has discharged its duties in connection with the
publication of improvement information in accordance with section 92 of the Act and has acted in
accordance with the Department for Communities’ guidance sufficiently.
Improvement assessment
In light of the impact of COVID-19 on Council services I have been unable to assess whether the
Council has discharged its duties under Part 12 of the Act and has acted in accordance with the
Department for Communities’ guidance sufficiently during 2020-21.
I have not conducted an assessment to determine whether the Council is likely to comply with the
requirements of Part 12 of the Act in subsequent years. I will keep the need for this under review as
arrangements become more fully established.
Other matters
I have no recommendations to make under section 95(2) of the Local Government (Northern
Ireland) Act 2014.
I am not minded to carry out a special inspection under section 95(2) of the Act.

COLETTE KANE
Local Government Auditor
Northern Ireland Audit Office
1 Bradford Court
Belfast
BT8 6RB
30 November 2021
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Annex B – Detailed observations on the collection, use and publication of performance information

Observations
The Council continues to develop its performance management system and framework which is becoming embedded corporately. This information is
used to monitor the progress of projects at the service delivery plan level and also collectively to provide an update on projects underlying its
improvement objectives.
The Council also collects a large suite of corporate data and information across its functions and services to monitor performance in relation to
corporate performance as well as its statutory targets and indicators. The Council has a range of local (non-statutory) indicators and standards which
enables it to begin monitoring its general duty to improve.
The Council’s 2019-20 Performance Improvement report presents the results of the Council’s self-assessment in discharging its general duty under Part
12 of the Local Government Act (Northern Ireland) 2014 in relation to performance improvement arrangements and fulfils in part the Council’s statutory
requirement under the Act.
Self-Assessment of Improvement Objectives
In 2019-20 the Council set three areas for improvement. The Council included a summary of its evaluation of progress against each Improvement
Objective within the report. Covid-19 impacted on Council operations in March 2020 including its ability to measure some performance indicators.
However, the Council reported Target Achieved against the three Improvement Objectives from 2019-20 in their Self Evaluation. This year, the Council
included trend information over 3-4 years against their seven performance improvement indicators, which covered a range of metrics. The Council
reported that these were all achieved. In addition 77 per cent of their service KPIs for 2019-20 were achieved.
Updates on corresponding Improvement Projects may report on output terms such as milestones rather than the outcomes resulting from them.
However, this is supported by a narrative on each objective and the difference made LCCC has also used some case studies to show what has been
achieved and how the investment in the performance areas identified are contributing to the Community Plan and Corporate Plan outcomes.

Self-Assessment against Statutory Indicators
Department for Communities required the Council to publish information collected in relation to statutory performance indicators and standards
relating to the functional areas of planning, economic development and waste management. We reviewed the published information and the council
has:
 disclosed its 2019-20 performance in relation to its statutory indicators;
9
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included a comparison across three years;
provided some explanation and context to performance; and
made performance comparisons to the other councils.

Self-Assessment against Self-Imposed Indicators






The Council’s performance management system captures a range of service KPIs as well as KPIs relating to the Performance Improvement
collectively - these are referred to as ‘self-imposed’ indicators.
The Council during 2019-20 monitored and tracked operational performance, corporately and across a range of individual service areas.
Performance is analysed on a quarterly basis and reported on to Committees.
For the first time the Council included trend information over 3-4 years against their seven performance improvement indicators, which covered
a range of metrics.
A comparison to other years was not made for all its service KPIs - quarterly figures for the year are reported rather than annual figures;
Comparison with other Councils across most self-imposed indicators was not practicable due to the absence of an agreed performance
framework for this across local government in Northern Ireland. However, comparison was made based on data available in the public domain
in relation to Absence and Prompt payments across a number of years.

The issue of benchmarking with other councils is part of the work plan for the Performance Improvement Working Group and it is expected that
progress on this issue will continue to be made to allow a broader range of functions to be compared.
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Audit and assessment of Lisburn and Castlereagh City Council’s performance improvement
arrangements
Certificate of Compliance
I certify that I have audited Lisburn and Castlereagh City Council’s (the Council) assessment of its
performance for 2019-20 in accordance with section 93 of the Local Government Act (Northern
Ireland) 2014 (the Act) and the Code of Audit Practice for local government bodies.
I also certify that I have performed an improvement assessment for 2020-21 on whether the Council
is likely to have complied with the requirements of Part 12 of the Act.
This is a report to comply with the requirement of section 95(2) of the Act.
Respective responsibilities of the Council and the Local Government Auditor
Under the Act, the Council has a general duty to make arrangements to secure continuous
improvement in the exercise of its functions and to set improvement objectives for each financial
year. The requirement to set improvement objectives and publish an improvement plan was not
required for 2020-21 under the Local Government (Meetings and Performance) (Northern Ireland)
Act 2021. The Council is required to gather information to assess improvements in its services and
to issue a report annually on its performance against indicators and standards which it has set itself
or which have been set for it by Government departments.
The Act requires the Council to publish a self-assessment before 30 September in the financial year
following that to which the information relates, or by any other such date as the Department for
Communities (the Department) may specify by order. The Act also requires that the Council has
regard to any guidance issued by the Department in publishing its assessment.
As the Council’s auditor, I am required by the Act to determine and report each year on whether:


The Council has discharged its duties in relation to improvement planning, published the
required improvement information and the extent to which the Council has acted in
accordance with the Department’s guidance in relation to those duties; and



The Council is likely to comply with the requirements of Part 12 of the Act.

Scope of the audit and assessment
For the audit I am not required to form a view on the completeness or accuracy of information or
whether the improvement plan published by the Council can be achieved. My audit of the Council’s
assessment of performance, therefore, comprises a review of the Council’s publication to ascertain
whether it included elements prescribed in legislation. I also assessed whether the arrangements for
publishing the document complied with the requirements of the legislation, and that the Council had
regard to statutory guidance in preparing and publishing them.
For the improvement assessment I am required to form a view on whether the Council is likely to
comply with the requirements of Part 12 of the Act, informed by:



A forward looking assessment of the Council’s likelihood to comply with its duty to make
arrangements to secure continuous improvement; and
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A retrospective assessment of whether the Council has achieved its planned improvements
to inform a view as to its track record of improvement.

My assessment of the Council’s improvement responsibilities and arrangements, therefore,
comprised a review of certain improvement arrangements within the Council, along with
information gathered from my improvement audit.
The work I have carried out in order to report and make recommendations in accordance with
sections 93 to 95 of the Act cannot solely be relied upon to identify all weaknesses or opportunities
for improvement.
Audit opinion
Publication of improvement information
As a result of my audit, I believe the Council has discharged its duties in connection with the
publication of improvement information in accordance with section 92 of the Act and has acted in
accordance with the Department for Communities’ guidance sufficiently.
Improvement assessment
In light of the impact of COVID-19 on Council services I have been unable to assess whether the
Council has discharged its duties under Part 12 of the Act and has acted in accordance with the
Department for Communities’ guidance sufficiently during 2020-21.
I have not conducted an assessment to determine whether the Council is likely to comply with the
requirements of Part 12 of the Act in subsequent years. I will keep the need for this under review as
arrangements become more fully established.
Other matters
I have no recommendations to make under section 95(2) of the Local Government (Northern
Ireland) Act 2014.
I am not minded to carry out a special inspection under section 95(2) of the Act.

COLETTE KANE
Local Government Auditor
Northern Ireland Audit Office
1 Bradford Court
Belfast
BT8 6RB
30 November 2021
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Governance & Audit Committee
9th December 2021
Report from:

Risk Officer

Item for Note
TITLE:

Corporate Risk Register

Background and Key Issues:

This report represents the quarterly review of the Corporate Risk Register, which has been
updated by Heads of Service and considered and agreed by CMT.
Update
Appendix I presents the Corporate Risk Dashboard.
Appendix 2 summarises any risk fluctuations within the Corporate Risk Register since the last
quarter. Members will note all corporate risks have remained the same during this review and
continue to be monitored.

Recommendation:

It is recommended that Members note this report.

Finance and Resource Implications:

N/A
Screening:
Equality and
Good Relations

No

Environmental

No

Rural

No
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Impact
Assessment

SUBJECT TO PLANNING APPROVAL:

Impact
Assessment

No

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

APPENDICES:

Appendix I Corporate Risk Dashboard
Appendix 2 Summary of Risk Fluctuations

HAS IT BEEN SUBJECT TO CALL IN TO DATE?
If Yes, please insert date:

No
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 Landfill Disposal Capacity

Very
Likely

 EP / BC

4

 Financial Sustainability

Likely

3

 Brexit

 Data Sharing

 Economic Activity

 IT / Cyber Attack

 Procurement

 Capital Programme

 Serious Injury/Fatality

Unlikely

2

Very
Unlikely

1

1

2

3

4

Minor

Moderate

Major

Catastrophic
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Risk

Risk Description

CRR 1

Serious Injury/Fatality
Breach in internal H&S arrangements resulting in
injuries / loss of life / illness
Emergency Planning / Business Continuity
Inability to respond to Command, Control &
Coordination arrangements or concurrent
emergencies due to increased strain on current
resources resulting in impact on resilience.
Emergency Plan Activated
Economic Activity
Failure to identify, maximise and deliver an
economic development programme that aligns with
our stakeholder needs and the needs of the local
economy in the context of the national and regional
Capital Programme
Potential failure to deliver the agreed outcomes of
the capital programme as a result of affordability or
changes in third party funding arrangements.
Data Sharing
Poor or inadequate data sharing agreements
resulting in unintended data breach
IT/Cyber Attack
Breach in IT or cyber-attack resulting in significant
outage or significant data loss
Financial Sustainability
Failure to deliver balanced budget 2021/22 and
longer term financial resilience and sustainability.
Brexit
The UK ceasing to be aligned with the EU Food and
Animal Welfare Laws and the subsequent
implications for sanitary and phyto-sanitary (SPS)
rules, customs & supply chain logistics and
generalised economic implications for LCCC and
their resident and business representative base.
Procurement
Non-compliance with procurement and contract
regulations, policies and processes resulting in
reputation/financial loss and risk of litigation.
Arc21 Municipal Landfill Disposal Contract
Risk of uncertainty going forward in relation to the
arc21 municipal waste disposal contract resulting in
increased transport and disposal costs.

CRR 2

CRR 3

CRR 4

CRR 5

CRR 6

CRR 7

CRR 8

CRR 9

CRR 10

Fluctuations

Rationale



N/A



N/A



N/A



N/A



N/A



N/A



N/A



N/A



N/A



N/A

