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Overview 

Context 
The Local Government Act (Northern Ireland) 2014 places a duty upon Councils to 
make arrangements to secure continuous improvement and account for it.  At the 
beginning of each financial year we are required to publish a Performance 
Improvement Plan which sets out our plans for discharging our duties for the financial 
year ahead and an Annual Assessment Report to account for our improvement activity 
for that year.  
 
The purpose of this Report is to review our performance in the delivery of our agreed 
Improvement Objectives and supporting actions for the 2018/19 financial year and 
provide an assessment of the effectiveness of the Council’s continuous improvement 
arrangements.  Reporting against Service Key Performance Indicators takes place on 
a quarterly basis through the Standing Committee for each Service.  The intention of 
the report is to provide an honest and balanced account of the Council’s position in 
terms of achievement of the objectives set out in the Corporate Plan and the priorities 
agreed in the Performance Improvement Plan 2018/19.   
 
This Performance Report provides a vehicle for the Council to determine its capacity 
and ability to deliver “continuous improvement” by identifying areas where we are 
performing well and those requiring particular attention in future years.  By assessing 
where our progress has been slower than expected, or has not resulted in the levels of 
performance we set out to achieve, we can review and adjust the way we use our 
resources to ensure we maximise the effect of our services on the people living, 
working and visiting the Ards and North Down Borough Council area. 
 
2018/19 Improvement Objectives 
The seven improvement objectives for inclusion in the Improvement Plan were based 
on: 

 Outcomes identified in the Big Plan for Ards and North Down 
 Priorities identified in the Corporate Plan based on input from Elected 

Members, officers and wider consultation 
 Improvement initiatives identified during the Budget and Service Planning 

process 
 Feedback from residents and stakeholders arising from consultation on the 

Performance Improvement Plan 2018/19 
 Feedback from the Your Opinion Matters campaign 

 
Delivering on the Objectives 

The improvement objectives are delivered alongside all other Council work included in 
the Service Plans for 2018/19.  These plans are developed for a one-year period at 
the beginning of each financial year and run concurrently with the Council’s 
Improvement Plan. 
 
Progress on delivery of our improvement objectives against performance is monitored 
and reported throughout the year and is subject to the Council’s usual governance 
arrangements as outlined later in this report. 
 



5 
 

How did we do? 
Detailed explanation of our progress against the seven objectives is given later in this 
report.  By year end a number of the activities we had set had been completed 
(green); a number were delayed but are continuing (amber) and a small number have 
not been taken forward (red).  Based on the evidence we have provided throughout 
this report we consider that our overall performance against our stretching 
improvement objectives for 2018/19 is Amber.  Six of the seven improvement 
objectives have been re-focussed for 2018-19 with new activities agreed to help drive 
them further forward. Objective 3 has not been taken forward as the actions are 
complete and have become less of a strategic priority for 2019/20.  
 
Performance Assessment Key 
The key outlined below provides definitions for the three Red, Amber, Green (RAG) 
status levels which have been chosen to measure progress. 
 
RAG Status Definition 

 
Target/standard, actions and measures are of concern and are 
mostly falling short of plan 

 
Target/standard, actions and measures are mostly on track, but 
some are falling short of plan 

 Target/standard, actions and measures are on track 
 

Trend 
Status 

 
Definition 

 Performing better than prior year’s performance 
 Performing on a par with prior year’s performance 
 Performing less well than prior year’s performance 
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Discharging the general duty to secure continuous improvement in 
2018/19 

We continually seek to improve and develop, and discharge our duty to improve 
through a strategic framework outlined in Figure 1, that illustrates how the Council’s 
strategic objectives are cascaded throughout the organisation. 
 
At the highest level The Big Plan, published in April 2017, sets out the strategic 
priorities for the Borough and includes details of the joint activity that will be 
undertaken by the strategic partners (including Council) to support the delivery of 
those priorities.  The Corporate Plan 2015-2020 outlines the Council’s purpose, 
priorities and objectives and describes its ambition for how local services will be 
delivered more efficiently and effectively for everyone.  The Corporate Plan is 
underpinned by a number of secondary strategic plans and thematic strategies and is 
supported by detailed operational service plans and individual personal development 
plans. 
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Figure 1: AND Strategic Performance Framework 
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The Council has in place governance arrangements to assure accountability for 
improvement and to ensure delivery of our plans takes place in an open, effective, 
honest and accountable manner. 
 
These arrangements include: 
 Alignment of the service planning and budget process to ensure all costs are 

included in the estimates process 
 Quarterly reporting on Service Plans to relevant standing committees; in June, 

September, December and March each year. 
 Quarterly reporting on progress of the Performance Improvement Plan objectives 

and actions to Corporate Leadership Team (CLT) and as a standing item to Audit 
Committee  

 Monthly reporting on Projects to Corporate Projects Portfolio Board (CPPB) 
 Reporting to Strategic Policy and Finance Group (SPFG) on at least 3 occasions 

per year (every two months from September 2019) 
 Appropriate risk management in relation to main programmes of work 

 
These arrangements follow a Strategic Planning Timetable (see Figure 2 below) and 
are underpinned by the Council’s Performance Governance Framework, PERFORM 
 

Plan 
Stating what we will do and why - the 
Performance Planning and 
Management process will be used at 
the following levels: 
   Community Planning and 

Reporting, where a plan will be 
developed every 10- 15 years; 
   Corporate Planning and Reporting, 

where a plan will be developed every 4 
years to set out objectives for the 
Council; 
   Performance Improvement Plans 

(PIP) which sets out the Council’s plan 
for a single year; 
   Service Planning and Reporting, 

where a plan will be developed every 
year by each council service); 

 Individual (and/or collective Team level) Planning and Reporting, where a 
plan will be delivered every year. 

This approach is designed to facilitate alignment between Community, Corporate, 
Service and Individual plans, activities and the needs of our stakeholders. 
It also focusses on assessment of key risks, alignment of the Council’s resources, 
processes and systems to consistently achieve strategic objectives. 

Engage 
Working together to achieve it - to inspire and motivate staff and stakeholders to be 
engaged with what the organisation seeks to deliver. It is likely to include focus on 
developing leadership, culture and values and will typically involve effective inductions, 
team building, cross-council team working and staff forums. 
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Resource  
Putting our people and budgets where they are needed - to improve organisation and 
structural design, budget setting and management. It will involve recruitment, learning 
and development and system investment. It should also ensure a coordinated 
approach to the development of resources including staff. 
 

Focus  
Doing the right thing right – to ensure system and process alignment with 
organisational objectives. It is likely to involve carrying out service reviews, ongoing 
coaching, identifying process improvements, reviewing potential suitable systems and 
ensuring optimum use of systems, technology and equipment. 
Operate 
Getting on with the job - to ensure continuous improvement. It is designed to promote 
performance improvement, encourage innovation and share good practice. This will 
typically include ongoing benchmarking exercises to ensure we continually improve 
our practices and any other identified activities that would encourage continuous 
improvement. 

Relate 

Communicating with our stakeholders - to have successful communications. The aim 
is to encourage engagement and transparency; this stage will include decisions on 
communication and delivery, including internal/external communication methods, 
carrying out stakeholder surveys and receiving feedback including complaints. 
Stakeholder analysis and Partnership working are also likely to be included. 

Manage 

Reviewing how we are doing and managing improvements - to monitor, reward good 
performance and address under performance. This will involve reviewing scorecards, 
feedback etc. for each of the parties involved and determining actual measurement 
achieved against original objectives/targets. 
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Figure 2 illustrates the Strategic Planning Timetable: 
 

 
Figure 2 : Strategic Planning Timetable 

 
 
Additionally, we continuously review the effectiveness of our performance 
arrangements in support of our General Duty to improve.  Recent changes include: 
 

 Revised format of the Performance Improvement Plan to include commentary 
from the consultation process 

 Revised service plan template which is kept under review 
 Revised Internal Audit approach 
 Quarterly reporting to Audit Committee 
 Revised governance arrangements with the inclusion of Strategic 

Transformation and Efficiency Programme reporting to SFPG 
 
Council also contributes to the APSE Performance Networks Northern Ireland Project 
which provides an assessment across a range of indicators of actual performance 
relative to other councils involved in the Project.  This includes a range of metrics such 
as: 
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PI 40a Percentage total gross Council expenditure spent on corporate/central support 
services: where Council performance is better than the service area average; 
and 

PI 29a Total energy costs per annum (annual council expenditure on energy) per 
head of population: where Council performance is better than the service area 
average 

 
At the time of writing this report the final results from APSE for the 2018/19 year were 
not available. 
 
Council is satisfied that the performance framework and associated processes 
encourage and enable Council Services in the identification and measurement of 
improvements.  
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The cost of our services 

A summary of our financial performance for 2018/19 is outlined below.  Our total gross 
expenditure was less than budgeted due mainly to delays in recruitment of a number 
of planned posts.  
 
  

2018/19 
Gross 

Expenditure 
Outturn  

2018/19 
Gross  

Expenditure 
Budget 

2017/18 
Gross 

Expenditure 
Outturn 

2016/17 
Gross 

Expenditure 
Outturn  

Environmental Health  2,147,815 2,235,578 2,140,662 2,060,075 

Community and Culture  3,551,783 3,725,154 2,859,048 2,759,096 

Leisure and Amenities  8,863,370 8,638,168 7,637,941 7,665,803 
Environmental and Cleansing 
Services  14,130,870 14,133,294 13,711,543 14,307,126 

Assets and Property Services  7,002,104 6,739,144 5,953,275 5,508,064 
Regulatory Services (formerly 
Building Control, Licensing etc) 2,564,204 2,721,761 2,487,146 2,178,743 

Regeneration  1,452,573 1,533,455 1,190,159 1,832,795 

Economic Development 1,593,126 1,720,236 1,446,858 1,600,763 

Planning  2,117,395 2,278,003 1,814,352 1,491,972 

Tourism 2,040,371 2,227,306 1,736,771 1,709,867 

Finance and Internal Audit 1,296,271 1,455,269 1,366,724 1,427,705 
Performance and Projects  2,187,870 2,416,231 1,801,822 1,686,601 

HR and OD  1,077,010 1,004,224 904,215 774,946 
Administration and Customer 
Services 3,862,526 3,881,776 3,617,320 3,321,703 

Chief Executive's Office 1,003,333 1,244,800 1,126,441 804,724 

Capital Financing 5,530,570 5,502,400 6,685,335 7,101,583 

 60,421,191 61,456,799 56,479,612 56,231,566 
 
A full copy of the Council’s Chart of Accounts will be available on the Council’s 
website from October 2019. 

  

http://www.ardsandnorthdown.gov.uk/about-the-council/publications/financial-reports/financial-statements
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How did we do? : Our Performance Results for 2018/19 

 
The following table summarises the Council’s performance across its Improvement 
Objectives, Statutory Indicators and Self-imposed Indicators.   
 
Summary Table of Progress 2018/19 
 

Description Aggregated 
RAG Status  

 Performance Improvement Objectives  
 Statutory Indicators  
 Self-imposed Indicators  

Overall Assessment of Council Performance  
Table 1 : Summary Table of Progress 2018/19 

Council is confident that we are demonstrating good overall performance and will 
continue to further develop, monitor and manage our activities to secure continuous 
improvement in the exercise of our functions.  Each of the areas are described in detail 
in the following section of this report. 
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Performance Improvement Objectives for 2018/19 
Council approved and published its Performance Improvement Plan for 2018/19 in June 
2018.  Each of the 7 performance improvement objectives is linked to a Corporate Plan 
theme as set out in Table 1, more detailed information on the links to the Community 
Plan and how the objectives align with the specified aspects of improvement as defined 
in Section 86 of the Local Government Act 2014 can be found in the Improvement 
Objectives in Detail section following. 
 
The associated activities underpinning the performance improvement objectives were 
included in our service plans and resources were allocated to support their delivery 
from our 2018/19 budget.  Through the monitoring of our service plans and budgets we 
have prepared this assessment of our progress in delivering the benefits associated 
with our proposed activities.   
 
Summary Table of Progress against our Improvement Objectives for 2018/19 

Corporate  
Plan 
Theme 

Improvement Objective Aggregated 
RAG Status 
across all 
actions 

PEOPLE  We will support local communities to develop 
community resilience for emergency planning  

PLACE  We will increase recycling and divert waste from 
landfill 

 

 We will implement an internal waste 
management strategy 

 

 We will improve street cleanliness  
PROSPERITY  We will support and invest in our Borough to 

promote economic growth, regeneration and 
sustainability 

 

PERFORMANCE  We will improve customer access to services 
and functions provided by the Council and 
improve efficiency 

 

 We will reduce staff absence levels across the 
Council  

Overall Assessment of performance against Improvement Objectives   
Table 2: Summary Table of Progress against our Improvement Objectives 2018/19  
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Improvement Objectives in Detail 

Improvement 
Objective 1 

We will support local communities to develop community resilience for emergency 
planning 

Corporate Plan Priority 
We will ensure we engage with, and support, all local 
communities to deliver real social benefits. 

Associated Big Plan outcome 
All people in Ards and North Down are respected 
and live in communities where they are safe and feel 
secure. 

Strategic 
Effectiveness 

Service 
Quality 

Service 
Availability Fairness Sustainability Efficiency Innovation 

Why does this 
improvement 
matter? 

Major emergencies are not frequent occurrences in the Borough but if and when they do 
happen it’s essential that we are ready to respond, 24 hours a day, 365 days a 
year.  Planning ahead is the most effective way to ensure that if emergencies do happen 
the impact on our communities is as small as possible.  
  
Council is committed to supporting its communities to be Resilient Communities, which is 
about communities and individuals utilising local resources and expertise to help 
themselves in an emergency and in a way that complements the response of the 
emergency services.  

What are the 
expected 
outcomes? 

Through supporting local communities to develop community resilience for emergency 
planning we aim to increase confidence in our communities to take positive action to 
prepare, respond and recover from hazards and threats.  Through these efforts we will 
build stronger relationships with our communities that will result in mutual trust and 
influence. 

Planned Actions 
for  2018/19? 

 Engage with local communities and form at least one Community Resilience Group. 

 Conduct a series of Community Resilience talks. 

 Update the Emergency Planning section of Council’s website to signpost to information 
and advice. 

What did we do in 
2018/19? 
 
 

 During the 2018/19 year Council collaborated with Street Pastors and Civil Aid Corps 
NI to initially build resilience in Holywood and Newtownards with a view to further 
rollout across the Borough.  Collaboration with Street Pastors is on-going to build 
community resilience.  Churches have been identified in Holywood and Newtownards 
as additional Support Centre venues where council facilities are unavailable, 
unsuitable (eg location within cordon) or additional need is identified. 

 The Risk Manager conducted one scheduled talk at the PCSP Community Safety 
Event on 18 December 2018 which provided the opportunity to address five 
community groups / organisations in one session in addition to the individual meetings 
with the Civil Aid Corps.  Evaluation of the talk did not occur on this occasion as the 
PSCP Officer who would normally undertake this task was on sick leave. 

 The Council’s Emergency Planning section of the website has been updated to 
signpost users to information and advice on: 

 Home insurance 
 Emergency contact telephone numbers such as NIHE, NI Water, Flooding 

Incident Line 
 Severe weather 
 Homeowner flood protection grant scheme 

Overall 
assessment of 
Progress at year 
end: 

Satisfactory progress has been made against this objective.  However, identification of 
appropriate community groups has been difficult both to source and resource, therefore 
the Service will continue to seek out opportunities to develop community resilience as  
part of Business as Usual in the Administration Service Plan. 

Indicators: 

 Standard/ 
Target Actual RAG 

Formation of one Community Resilience Group 1 1  
No of talks completed 5 5  
% attendees who report increase knowledge awareness 50% 0  
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Progress on prior years: 
 

2016/17 
Actual 

2017/18 
Actual 

2018/19  
Actual 

Trend 
against 
prior 
years 

Formation of one Community Resilience Group New indicator – no baseline data 

No of talks completed New indicator – no baseline data 

% attendees who report increase knowledge awareness New indicator – no baseline data 
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Improvement 
Objective 2 We will increase recycling and divert waste from landfill. 

Corporate Plan Priority 
We will ensure we make the very best of the natural, 
cultural and environmental assets in our Borough 

Associated Big Plan outcome 
All people in Ards and North Down feel pride from 
having access to a well-managed sustainable 
environment. 

Strategic 
Effectiveness 

Service 
Quality 

Service 
Availability Fairness Sustainability Efficiency Innovation 

Why does this 
improvement 
matter? 

Council recognises that considerable efficiencies can be gained through increasing the 
amount of waste that is recycled.  Currently almost 60% of the contents of grey bins are 
still made up of recyclable waste items that should be going into blue bins, glass boxes or 
the green/brown bins.  This means that across the Borough we are landfilling around 
11,600 tonnes of recyclable waste incurring an additional annual landfill cost of over £1 
million. 
 
Council has set itself an ambitious target of 65% Household Waste Recycling by 2020 
and the actions set out in this objective will contribute to the achievement of this goal. 

What are the 
expected 
outcomes? 

 Savings realised from a reduction in residual waste going to landfill will be used to 
sustain the Recycling Community Investment Fund (RCIF) and further support the Live 
Here Love Here campaign. 

 The introduction of a permit system at the Council Household Recycling Centres 
(HRCs) will help curtail abuse by the commercial sector and movement of waste from 
neighbouring council areas. 

Planned actions 
for 2018/19? 

 Promote the recently introduced kerbside glass recycling scheme through: 
• Raising awareness by leafleting every household to encourage glass diversion from 

residual waste bins; 
• Introducing a glass collection calendar on Bin-ovation App 

 Continue implementation of route optimisation 
 Revise and improve the range of commercial recycling collection services, including 

kerbside, available to businesses 
 Target areas of low participation in recycling 
 Further refinements to kerbside recycling initiatives and revision of access rules at 

Council HRCs 

What did we do 
in 2018/19? 

 Early in 2018/19 a campaign of leafleting householders not presenting their glass box 
for collection was carried out by the Glass Collection Team to encourage them to do so.  
The teams continued to collect data over the year to enable an assessment of the 
effectiveness of the kerbside glass collection service.  The annual household waste 
recycling rate increased from 52.1% to 53.2% and the amount of household waste 
going to landfill decreased from 33,725 tonnes to 32,514 tonnes with glass recycling 
being a contributing factor to this improvement. 

 The Glass collection initiative was further enhanced by the introduction of a Glass 
Collection Calendar on the Bin-ovation App which delivers reminder notifications to 
users. 

 The use of the route optimisation software initially enabled the introduction of the Glass 
Recycling Collections and is now an ongoing activity to manage the rounds with the 
addition of new properties and developments.   

 The trade waste collection service has been reconfigured from a disposal service to a 
comprehensive recycling service that will mirror the household collection model, where 
bins are collected on alternate weeks and glass 4 weekly.  The impact this will have is a 
saving to the trade customer but also that the landfill we collect will decrease and 
recycling will increase.   

 As a result of refinements to kerbside recycling initiatives and revision of access rules 
at Council HRCs the annual household waste recycling rate has increased from 52.1% 
to 53.2% and household waste landfilled has decreased from 33,725 tonnes to 32,514 
tonnes.  
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Improvement 
Objective 2 We will increase recycling and divert waste from landfill. 

Corporate Plan Priority 
We will ensure we make the very best of the natural, 
cultural and environmental assets in our Borough 

Associated Big Plan outcome 
All people in Ards and North Down feel pride from 
having access to a well-managed sustainable 
environment. 

Overall 
assessment of 
Progress at year 
end: 

 This objective is progressing well.  Council has set itself challenging targets for this 
area and the improvement objective remains a high priority for the Council and will be 
retained for the 2019-20 period.  During 2019/20 the objective has been refocused to 
Household Recycling Centres and commercial waste. It has also been extended to 
include street cleansing which, during the conduct of the Resident Survey in July 2018, 
was an area Residents would like to see the Council improving on.  

Indicators:  Standard/ 
Target 

Actual 
2018/19 RAG 

 Tonnage of glass sent for recycling 4,000 4,357  
 Tonnage of commercial waste sent for recycling 4,000 3,113  

 % Local Authority municipal waste recycled or composted 60% 53.2%  

 % of Household Waste Recycled 60% 52.85  

 Tonnage of waste sent to landfill 36,000 37,837  
 

Progress on prior years: 
 

2016/17 
Actual 

2017/18 
Actual 

2018/19  
Actual 

Trend 
against 
prior 
years 

Tonnage of glass sent for recycling 2,580 3,776 4,357  

Tonnage of commercial waste sent for recycling 1,152 2.886 3,113  

% Local Authority municipal waste recycled or composted 49.2% 50.18% 53.2%  

% of Household Waste Recycled 49.06% 52.10% 52.85%  

Tonnage of waste sent to landfill 43,636 38,599 37,837  
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Improvement 
Objective 3 

We will improve the environmental management practices across Council 
assets. 

Corporate Plan Priority 
We will ensure we make the very best of the natural, 
cultural and environmental assets in our Borough 

Associated Big Plan outcome 
All people in Ards and North Down feel pride from 
having access to a well-managed sustainable 
environment. 

Strategic 
Effectiveness 

Service 
Quality 

Service 
Availability Fairness Sustainability Efficiency Innovation 

Why does this 
improvement 
matter? 

The Council is committed to achieving its target of 65% Household Waste 
Recycling by 2020 and are striving to set a positive example to the citizens of the 
Borough by demonstrating its commitment to reduce waste, energy consumption 
and its carbon footprint. 

What are the 
expected 
outcomes? 

 Reducing the amount of non-compostable waste, energy consumption and the 
Council’s carbon footprint will lead to financial savings for the Council and 
contribute to the achievement of its Recycling goals. 

Planned 
Actions for 
2018/19 

We will: 
 Maintain ISO 14001 accreditation for 22 sites 
 Increase the amount of compostable waste produced by Council buildings 
 Increase the amount of waste for recycling produced by Council buildings 

What did we do 
in 2018/19? 

 The Council retained its ISO 14001 accreditation.  Following accreditation, the 
Auditor remarked on the Council’s environmental performance improvement: 
Increased recycling has saved £200,000, this money is then used to fund other 
environmental improvement initiatives without any increased cost to the 
council. The borough is investigating the possibility of becoming a water refill 
borough, to reduce the use of plastic water bottles in the borough. The council 
is also planning to eliminate the purchase of single use plastics within the 
council operations – demonstrates proactive initiatives; 

 The Council has improved its Sustainability and Environmental Policy; 
 A communication strategy has been developed; 
 It should be noted that accreditation now applies to 21 sites, rather than 22, 

due the rationalisation of Parks Depots. 
 An Internal Waste Management Strategy was approved by Corporate 

Committee on 19 June and ratified on 27 June.  Monitoring across all Council 
buildings indicates 13.8% of waste was compostable and 25.03% was 
recyclable.  Work continues to encourage a reduction in the waste going to 
landfill. 

 By the end of March 2019 Council buildings had diverted 43.17% of its overall 
waste to recycling (23.64%) and compostable (19.53%).   

Overall 
assessment of 
progress at end 
of year 

Progress on this objective has been slightly lower than expected.  However, it is 
acknowledged that recycling levels had slightly decreased in general.  This has 
been reviewed by the Sustainability officer, who has taken onboard staff 
consultation.  More bins have been introduced to Council buildings for staff, 
along with better awareness with posters and use the Team Brief.  This is being 
closely reviewed to ensure recycling moves towards its target. 

Indicators:  Standard/ 
Target Actual RAG 

 ISO 14001 accreditation Retained Retained   
 % compostable and recyclable waste 

produced by Council buildings1 54.42% 43.17%  
 Date of implementation of WMS 1 July 2018 1 July 2018  

 

 
1 based on Town Hall, Church Street, Comber Leisure Centre and Ards Blair Mayne Wellbeing and Leisure Complex. 
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Progress on prior years: 
 

2016/17 
Actual 

2017/18 
Actual 

2018/19  
Actual 

Trend 
against 
prior 
years 

ISO 14001 accreditation Retained Retained Retained  

% compostable and recyclable waste produced by Council 
buildings2 48.29% 49.2% 43.17%  

Date of implementation of WMS New indicator – no baseline data 

 
 
 
  

 
2 based on Town Hall, Church Street, Comber Leisure Centre and Ards Blair Mayne Wellbeing and Leisure Complex. 

 



 

20 
 

Improvement 
Objective 4 We will improve street cleanliness. 

Corporate Plan Priority 
We will ensure we make the very best of the natural, 
cultural and environmental assets in our Borough 

Associated Big Plan outcome 
All people in Ards and North Down feel pride from 
having access to a well-managed sustainable 
environment. 

Strategic 
Effectiveness 

Service 
Quality 

Service 
Availability Fairness Sustainability Efficiency Innovation 

Why does this 
improvement 
matter? 

The Cleaner Neighbourhoods Report for 2018/19 identified that the LEAMS 
(Local Environmental Audit and Management System) score for the Borough 
was 63 – 2016/17 the score was 74.  The Report 2017/18 identified the Council 
as having the highest percentage of Litter including dog fouling (31%) across the 
Councils participating (6 of 11) in the Borough Cleanliness survey – 16% of dog 
fouling was present. 
Council is committed to providing a high standard of environmental quality within 
the Borough and therefore focus on improving street cleanliness throughout the 
Borough. 

What are the 
expected 
outcomes? 

The introduction of Town Centre Wardens (TCWs) will provide a highly visible 
presence across the Borough.  Acting as the eyes and ears of the Council the 
TCWs will provide advice, if required, to visitors and citizens, and they will be 
responsible for identifying and dealing with litter, dog fouling, graffiti, issues with 
street furniture and public conveniences. 

Planned 
actions for 
2018/19 

We will: 
 Introduce Town Centre Wardens in five towns 
 Revise sweeping schedules to focus more on litter hot spots. 

What did we do 
in 2018/19? 

 The introduction of Town Centre Wardens to the five towns was delayed as 
following Local Government Reform not all posts within the Waste and 
Cleansing Section had been assimilated until the end of Quarter 3 2018/19 
when the recruitment process for Waste Collection posts commenced as there 
is a specific order in which posts need to be filled to ensure legacy staff are not 
disadvantaged.  Job descriptions have been drafted for the Town Centre 
Warden posts and once in place the TCWs will deal with any cleansing issues 
in town centre areas, cleaning down street furniture, removal of fly posters, 
graffiti etc and will act as a contact point for traders regarding any cleansing 
issues. 

 Street sweeping schedules have not yet been revised but are expected to be 
implemented during Quarter 1 of 2019/20.  The Neighbourhood Team have 
conducted surveys and reviewed complaints received and have identified 30 
dog fouling hot spots which will be the focus of the new schedules.   

Overall 
assessment of 
progress at end 
of year 

This objective has made some progress but has faced delays in implementation 
as outlined above.  However, the improvement objective remains important and 
will be retained for the 2019/20 period, as part of a wider environmentally 
focused objective. 

Indicators:  Standard/ 
Target 

Actual 
2018/19 RAG 

LEAMS cleanliness Index score ≥80 77  
 

Progress on prior years: 
 

2016/17 
Actual 

2017/18 
Actual 

2018/19  
Actual 

Trend 
against 
prior 
years 

LEAMS cleanliness Index score 74 78 77  
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Improvement 
Objective 5 

We will support and invest in our Borough to promote economic growth, 
regeneration and sustainability. 

Corporate Plan Priority 
We will ensure the Borough’s towns and rural 
localities are prosperous, vibrant and attractive 

Associated Big Plan outcome 
All people in Ards and North Down benefit from a 
prosperous economy. 

Strategic 
Effectiveness 

Service 
Quality 

Service 
Availability Fairness Sustai

nability Efficiency Innovation 

Why does this 
improvement 
matter? 

The role of the Economic Development service is to promote and support the 
economic wellbeing and growth of the Borough and to increase its potential as a 
place to work, visit and invest to positively impact the business community and 
those seeking employment. 

Council launched its Integrated Strategy for Tourism, Regeneration and 
Economic Development 2018-30 (ITRD) in March 2018 which aims, over its 12-
year lifetime, to create jobs, increase economic productivity and increase 
overnight trips and expenditure.  The actions planned under this objective aligns 
to the ITRDS and will contribute to the achievement of its goals.  

What are the 
expected 
outcomes? 

 The Women in Enterprise Challenge Programme will help to increase and 
support the number of women starting in business as research shows that the 
rate of female entrepreneurship is lower than males and also lags behind the 
rest of the UK.  The programme factors in existing provision, so that such 
female focused initiatives will add value or enhance participation business. 

 The Borough Marketing Strategy will articulate our Unique Value Proposition 
and allow the targeting of those key sectors that can help to improve the GVA 
of the Council over the life of the ITRDS. 

 Creation of any Economic Development Forum will ensure participation of key 
private sector businesses who will inform the delivery of the ITRDS. 

Planned 
actions for 
2018/19 

 We will support women to move into business creation and development 
through the NI Women in Enterprise Challenge Programme which is replacing 
the previous planned action in order to better meet needs and to complement 
existing business start provision 

 We will feed into a Borough Marketing Strategy with the creation of a 
proposition to promote Ards and North Down as an attractive destination to 
visit, do business and invest. 

 We will create an Economic Development Forum. 

What did we do 
in 2018/19? 

 Legal advice was sought on the details for the implementation of the NI 
Women in Enterprise Challenge Fund programme.  A collaboration document 
between all participating Council was prepared and issued for approval.   
The commencement of NI Women in Enterprise Challenge Programme 
finally launched in January 2019 after all agreements were put in place.  This 
programme is a reworking of the original concept and was redesigned to have 
greater impact and better meet the needs of women starting up in business. 
Following the launch recruitment has progressed positively and, as a 
minimum, 52 participants will now be expected to engage with the programme 
over the coming year, due to the restructuring of the format. 

 Terms of Reference were drafted and an invitation to quote for the 
development of an Economic Development Inward Investment Proposition for 
AND in December 2018.  The second element, the development of a Visitor 
Proposition was delayed due to resource issues and will not now be completed 
until October 2019.  A Borough Marketing Manager was recruited in May 2019 
and will work towards the strategy development and delivery. 

 The ED Forum was set up and met 3 times within the year and will continue to 
meet on a quarterly basis.  The main aims of the Forum are: 
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Improvement 
Objective 5 

We will support and invest in our Borough to promote economic growth, 
regeneration and sustainability. 

Corporate Plan Priority 
We will ensure the Borough’s towns and rural 
localities are prosperous, vibrant and attractive 

Associated Big Plan outcome 
All people in Ards and North Down benefit from a 
prosperous economy. 

 To stimulate local-level skills, growth and jobs delivered through the 
Borough’s Integrated Tourism, Regeneration and Development 
Strategy. 

 To develop co-ordination, guidance and operational synergies where 
appropriate in regard to existing and future opportunities as identified 
in the ITRDS. 

 To enable specific key initiatives for the Borough on matters 
identified by the ITRDS. 

 To provide a platform for collaboration and partnership between the 
private and public sector. 

 To encourage innovation and collaboration 
 

The Forum works in line with the above aims and has already set up an 
Employability and Skills Working Group to stimulate and create the 
environment for job growth in line with our Integrated Strategy.  It has been 
successful in acting as a key forum to share information to discuss issues 
which affect the businesses and will become one of the standard mechanisms 
for Council to engage with some of the key businesses in the Borough. 

Overall 
assessment of 
progress at end 
of year 

Overall progress of this objective has been slower than expected with only the 
ED Forum being completed in the 2018/19 year.  Since launching in January the 
NI Women in Enterprise Challenge Programme is now progressing 
satisfactorily and will continue to be monitored within the Service’s business as 
usual activities.  The Visitor Proposition aspect of the Borough Marketing 
Strategy has taken longer to develop than anticipated owing to resource issues 
but is now on track for delivery by October 2019. 

Indicators: 

 Standard/ 
Target  Actual RAG 

Number of women setting up companies in 
the Borough as a result of participation in the 
WEP and individual acquiring a QCF Level 1 
qualification.  (This programme was not 
progressed and has transformed into a new 
11 Council NI Women in Enterprise 
Challenge Programme.) 

20 
Recruitment 
commenced 
by Mar 2019 

 

Date of completion of Borough Marketing 
Strategy 

March 
2019 

Due Oct 
2019  

Date Economic Development Forum 
Established 

March 
2019 June 2018  

 
Progress on prior years: 

 
2017/18 
Actual 

2018/19  
Actual 

Trend 
against 
prior years 

Number of women setting up companies in the Borough as a result of 
participation in the WEP and individual acquiring a QCF Level 1 
qualification.   
 

This programme was not 
progressed and has transformed 
into a new 11 Council NI Women 
in Enterprise Challenge 
Programme 

Date of completion of Borough Marketing Strategy New indicator – no baseline data 

Date Economic Development Forum Established New indicator – no baseline data 
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Improvement 
Objective 6 

We will improve customer access to services and functions provided by 
the Council and improve their efficiency. 

Corporate Plan Priority 
We will ensure we take time to understand our 
customer’s needs and manage our people, money 
and assets effectively so we can deliver on our 
objectives for the Borough 

Associated Big Plan outcome 
The overarching, cross-cutting ambition of the Big Plan 
is to have empowered, resilient individuals and 
communities; to reduce inequality; to promote good 
relations and sustainability; and to improve the 
accessibility of all public services. 

Strategic 
Effectiveness 

Service 
Quality 

Service 
Availability Fairness Sustainability Efficiency Innovation 

Why does this 
improvement 
matter? 

The Council is committed to delivering sustainable, cost effective services that 
meets the needs of its citizens and recognises that in order to better serve them 
and to become a high performing organisation we need to transform our services 
to ensure they are delivered in the most cost effective and efficient way.  This 
may be re-designing some services and in order to do that we must ensure the 
best use is made of our staff, and this will be done through the implementation of 
Our People Plan and through the roll out of our Organisation Development 
Strategy. 

What are the 
expected 
outcomes? 

Transforming the way we work through expanding our online services will allow 
our customers to transact business with us at times most suited to them.  By 
offering additional channels which will allow customers to self-serve will allow our 
staff to be released to focus on processing more complex issues in a timelier 
manner. 
 
Delivering these projects will ensure the provision of cost effective, enhanced 
services for residents, businesses, communities and staff. 

Planned 
Actions for 
2018/19 

We will improve customer access to services through: 
 Launching an online application service for licensing 
 Implementing an electronic Grant Management System 
 Developing the Planning Service webpages to include FAQs on popular topic 

areas 
 Introducing online reporting for environmental based issues 

 
We will improve the efficiency and effectiveness of internal systems and 
processes: 
 Implement Mobile working for Environmental Health Service 
 Introduce a Purchase-2-Pay system 
 Integration of back-office systems (HR, Payroll, Time and Attendance) 
 Develop protocol with Building Control to ensure submitted applications have 

benefit of appropriate planning approval where necessary 

What did we do 
in 2018/19? 

 Discussions have been held with the software supplier regarding the 
development of an online licence application package.  However, whilst the 
company are interested in developing such a package, they have been unable 
to commit to it.  This project has therefore been postponed until such times as 
the current provider is in a position to take this forward. 

 Research into the management of grants throughout the local government 
sector is being carried out and a draft business case has been prepared for 
this project.  Whilst progress has been slower than expected it is anticipated 
that the project will be implemented by March 2020. 

 FAQs section for the Planning Service on the Council’s website was 
implemented in February 2019.  In the period to March 2019 there were 151 
Unique Page View.  This section of the website will continue to be developed 
to assist the public to self-serve common Planning queries. 

 The introduction of online reporting for environmental based issues has been 
paused pending a review of the current internal processes and clarification of 
the systems available and how they could be integrated into our current 
software.  
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Improvement 
Objective 6 

We will improve customer access to services and functions provided by 
the Council and improve their efficiency. 

Corporate Plan Priority 
We will ensure we take time to understand our 
customer’s needs and manage our people, money 
and assets effectively so we can deliver on our 
objectives for the Borough 

Associated Big Plan outcome 
The overarching, cross-cutting ambition of the Big Plan 
is to have empowered, resilient individuals and 
communities; to reduce inequality; to promote good 
relations and sustainability; and to improve the 
accessibility of all public services. 

 The implementation of mobile working for Environmental Health has been 
postponed owing to software functionality issues and the situation is being 
reviewed with the current provider. 

 The introduction of Purchase-2-Pay system commenced in September 2018 
and was progressing satisfactorily.  However,  the software provided 
subsequently confirmed that support for the system would come to an end 
within a number of year and a decision was taken to pause the project to allow 
for a strategic review of the whole financial software solution and whether it 
would be replaced in the near future. 

 Integration of Time and Attendance, HR, and Employee Payments system 
commenced in September 2018.  The project progressed to the Data Migration 
phase but was paused due to resourcing issues.  It is expected that the project 
will re-commence in August 2019 when appropriate resourcing is in place. 

 Building Control/Planning protocol project commenced in September 2018 with 
an employee being put in place to check Planning Approval status on new 
Building Control applications being received.  New application forms have 
been drafted and standard letters to be issued when a breach or potential 
breach is discovered via checking of the Building Control applications.  
Appropriate recording of the checking and subsequent need for issuing alerts 
or monitoring is being implemented.   

Overall 
assessment of 
progress at end 
of year 

This objective has been challenging owing to the reliance on third parties to 
deliver/collaborate on a number of the actions specifically on having additional 
services available online.  In relation to this it has been agreed in the 2019/20 
year to establish Resident Panel pilots and use this as a mechanism to 
determine the type of services residents want. Outstanding actions have been 
taken forward, where relevant, to 2019/20 under an efficiency and transparency 
objective. 

Indicators: 

 Standard/ 
Target Actual RAG 

Number of additional services available online 3 1  

Implementation date of Mobile Working for EH 
Service 

March 
2019 

This project 
was not 
progressed – 
see detail 
above 

Commencement date of Purchase-2-Pay Sept 
2018 

This project 
was not 
progressed – 
see detail 
above 

Commencement of Integrated HR, Payroll, T&A and 
Expenses 

Sept 
2018 

Nov 
2019  

Implementation of Planning/Building Control 
Protocol 

March 
2019 

June 
2018  
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Progress on prior years: 
 

2016/17 
Actual 

2017/18 
Actual 

2018/19  
Actual 

Trend 
against 
prior 
years 

Number of additional services available online New indicator – no baseline data 

Implementation date of Mobile Working for EH Service New indicator – no baseline data 

Commencement date of Purchase-2-Pay New indicator – no baseline data 

Commencement of Integrate HR, Payroll, T&A and Expenses New indicator – no baseline data 

Implementation of Planning/Building Control Protocol New indicator – no baseline data 
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Improvement 
Objective 7 We will reduce staff absence levels across the Council. 

Corporate Plan Priority 
We will ensure we take time to understand our 
customer’s needs and manage our people, money 
and assets effectively so we can deliver on our 
objectives for the Borough 

Associated Big Plan outcome 
The overarching, cross-cutting ambition of the Big Plan is 
to have empowered, resilient individuals and 
communities; to reduce inequality; to promote good 
relations and sustainability; and to improve the 
accessibility of all public services. 

Strategic 
Effectiveness 

Service 
Quality 

Service 
Availability Fairness Sustainability Efficiency Innovation 

Why does this 
improvement 
matter? 

 All organisations experience staff being absent from work, however Council 
has since the formation of the new Council had attendance levels that are 
lower than the NI Council average.  Council recognises that its employees are 
an important asset to the success of the organisation and that absence is an 
indicator of the health of the organisation and impacts on productivity and 
service delivery which ultimately impacts on the Council’s ability to deliver high 
quality services to its citizens. 

What are the 
expected 
outcomes? 

 The People Plan and Organisational Development strategy are designed to 
bring about a culture of happier and healthier employees which should result in 
lower absence and increased organisational performance. 

Planned 
Actions for 
2018/19 

 We will improve how we work and engage with our colleagues: 
 Continue to monitor and manage absence to reduce the average days lost per 

employee 
 Delivery of Our People Plan 
 Roll out of the Organisational Development Strategy. 

What did we do 
in 2018/19? 

 Monitor and manage absence to reduce the average days lost per employee.   
The absence figure for the year of 6.57%, shows an improvement of over 1% 
on the previous year.  Both the long term and short-term figures have 
decreased.  Long term absence last year was 5.78% and this has decreased 
to 4.86% and short-term absence has decreased from 1.90% to 1.71%. During 
the year 30% of the workforce had no absence incidents.  The decrease in 
long term absence is due to the successful application of the absence 
procedures.   
 
The work carried out by HR and the Employee Health and Wellbeing Group 
has been beneficial in reducing days lost due to stress.  Employees have the 
opportunity to participate in activities under the 5 steps to wellbeing themes of 
Connect, Be Active, Take Notice, Keep Learning and Give.  
 
Days lost due to musculo-skeletal problems and stress have decreased in the 
year by 23% and 10% respectively. 
 
The Managing Absence Policy and Procedures continue to be stringently 
applied, in this final quarter 8 employees were referred for consideration of 
early payment of pension benefits as a result of ill health.  7 have been 
successful with one pending.   
 

 The Council signed up to a Mental Health Charter with the Equality 
Commission and mental health first aiders have received training.  Those 
experiencing mental health problems will be able to go to a mental health first 
aider for assistance and signposting, once all these are in place.      
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Improvement 
Objective 7 We will reduce staff absence levels across the Council. 

Corporate Plan Priority 
We will ensure we take time to understand our 
customer’s needs and manage our people, money 
and assets effectively so we can deliver on our 
objectives for the Borough 

Associated Big Plan outcome 
The overarching, cross-cutting ambition of the Big Plan is 
to have empowered, resilient individuals and 
communities; to reduce inequality; to promote good 
relations and sustainability; and to improve the 
accessibility of all public services. 

 The Head of HR and OD has set up a working group consisting of HoST 
members to examine absenteeism and to ascertain if there are any innovative 
initiatives that can be introduced to further reduce absenteeism.   

  
 The Westfield counselling service continues to be used to assist employees on 

a confidential basis.  There were 22 calls to the counselling service in quarter 
4, bringing the total for the year to 178 calls.  5 cases were referred for face to 
face counselling in quarter 4, making the total for the year 16.  43% of the calls 
were made due to concerns regarding mental health.   
 

 Employees have all been offered free (taxable) membership to the Council’s 
new Blair Mayne Wellbeing and Leisure Complex, this is a fantastic incentive 
for employees to use either to increase fitness levels or to de-stress in the Spa 
facilities.  A considerable number of employees have taken advantage of this 
opportunity 
 

 Average days lost per employee is 14.2 which is a reduction from 16.2 days 
this time last year.   

 
 Our People Plan launched in June 2018 and focussed on 4 high level 

promises that were the result of employee engagement sessions in January 
2018 – good progress has been made against the promises with  

 Assimilations ongoing – 95 % of employees are either recruited or 
assimilated into the AND structure; 

 Work has progressed to deliver year 2 of the Council’s People Plan, this 
follows on with some of the initiatives not completed from year 1 of the 
People Plan together with some new initiatives.  Examples of these are 
producing a coaching and mentoring scheme, continuing to look at ways 
to reward good performance and improving communication across hard 
to reach areas in the Council.  

 
 Work continues to progress the delivery of the OD Strategy with the following 

actions having been carried out: 
 Employee engagement continues via joint CLT/HOST workshops, SUM 

forum and Health and Wellbeing events; 
 90%; completion of pride in performance conversations 
 Behaviour charter updates taking place across services e.g. 6 further 

behaviour charter awareness sessions given to teams across the 
organisation this quarter 

Overall 
assessment of 
progress at end 
of year 

 Good progress has been made on this objective and it is pleasing to see 
improvement in both the % staff absenteeism and the Average days lost per 
employee.  This objective remains a high priority for Council and will be carried 
forward into 2019/20. 

Indicators 
 Standard/ 

Target 
Actual 
2018/19 

Actual 
2017/18 RAG 

% staff absenteeism 5% 6.57% 7.75%  
Average days lost per employee 11 14.2 16.2  
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Progress on prior years: 
 

2016/17 
Actual 

2017/18 
Actual 

2018/19  
Actual 

Trend 
against 
prior 
years 

% staff absenteeism (lower is better) 6.48% 7.75% 6.57%  

Average days lost per employee (lower is better) 14.62 16.30 16.2  
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Statutory Performance Indicators and Standards 2018/19 
 
Council is required to report on how it has performed against the Statutory Indicators3 
set out in The Local Government (Performance Indicators and Standards) Order 
(Northern Ireland) 2015.  Section 91 of the Local Government Act (Northern Ireland) 
2014 requires the Council to use this information to assess its performance against the 
previous year’s performance; and, so far as is practicable, the performance of other 
councils in the exercise of the same or similar functions 
 
 
Summary Table of Progress against Statutory Performance Indicators and 
Standards 2018/19 

Statutory 
Indicator Description RAG 

Progress 
on prior 

year 

Municipal 
Waste 

 % of household waste collected that is 
sent for recyclying and composting 
(including waste prepared for re-use 

 
 

 Amount (tonnage) of biodegradable waste 
that is landfilled (Northern Ireland Landfill 
Allowances Scheme – NILAS, Annual 
statutory target) 

 

 

 Amount (tonnage) of Local Authority 
Collected Municipal Waste Arisings  

 

Economic 
Development 

 Number of jobs created through business 
start-up activity   

 

Planning 

 Number of weeks (average) to process 
major planning applications  

 

 Number of weeks (average) to process 
local planning applications   

 

 % progress of enforcement cases to 
target conclusion within 39 weeks of 
receipt of complaint  

 

 

Overall assessment of performance against Statutory 
Indicators  

Table 3 : Summary Table of Progress against Statutory Performance Indicators and Standards 2018/19 

 
 
  

 
3 End of year statutory indicators and standards for waste, planning and jobs promoted. 

https://www.daera-ni.gov.uk/articles/northern-ireland-local-authority-collected-municipal-waste-management-statistics
https://www.infrastructure-ni.gov.uk/publications/northern-ireland-planning-statistics-april-2018-march-2019
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Municipal Waste  

 
 
 During 2018/2019, the Council increased the household waste recycling rate to 

53.2%, over 3% above the statutory EU 2020 target of 50%. The Council has set its 
own challenging internal target of 60% and while not achieved it will continue to work 
towards this.  In the years up to 2017/18 Council have shown continued improvement 
in the waste collected that is sent for recycling and composting and have consistently 
exceeded the overall Northern Ireland average.   

 
RAG Status    

 

 
 
 Council’s focus on reduction of waste going to landfill has enabled it to consistently 

meet its NILAS target in terms of the diversion of biodegradable waste from landfill.  
Measures will continue to be introduced to reduce this and the overall reliance on 
landfill as a waste treatment method. 

 
RAG Status    
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 For the fourth consecutive year, the Council managed to reduce overall 
municipal waste arisings, against an upward trend across other NI councils. 
While a number of initiatives have focused on recycling, they have also 
highlighted how much unnecessary waste is created. Examples would include: 
the food waste campaign which highlighted how much spoilt food is needlessly 
purchased; reuse initiatives through the Council Household Recycling Centres; 
and the “refillution” campaign, aimed at avoiding single use plastics. 

 
RAG Status    
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Economic Development 

 
 
 

 
 
 
 

 The target for number of jobs created through business start-ups has been 
exceeded through good and consistent management of the delivery agents’ 
activities by officers and the contracted body and an ongoing marketing 
campaign which positively influences enquiries. 
 
RAG Status    
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Planning 
 

 
 

 During the 2018/2019 year the Council determined 5 major applications including 
an application for works to a quarry.  The remaining four majors comprised an 
application for 353 dwellings at Donaghadee Road, Newtownards, 390 dwellings 
at Cannyreagh Road, Donaghadee, 185 dwellings at Movilla Road, 
Newtownards, with accompanying legal agreement, and 43 dwellings at Manse 
Road, Newtownards.  Each of these applications required detailed negotiation 
and submission of further amendments/reports/surveys in order to affect a 
positive outcome.  Comparing performance to prior years the circumstances in 
2018/19 were relatively unique and hampered the achievement of Council’s 
target. 
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No of weeks (average) to process major planning 
applications

NI Average Target  Actual

RAG Status    
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 The introduction of a dedicated team within Development Management to 
process householder applications has assisted in improving the average 
processing time overall in respect of local development applications.  With the 
introduction of guidance within the coming year to assist planning applicants in 
respect of what constitutes a good application (including more detail on relevant 
reports/surveys and other information required at the outset) it is anticipated that 
processing times will continue to improve. 

 
RAG Status    
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 The Council’s Planning Department received 459 complaints of alleged breaches 
of planning control in the 2018/19 year, an increase of 12% from the previous 
year.  In the 2018/19 year a total of 461 cases were closed.  Of those closed 156 
were remedied/resolved, 55 received retrospective planning permission, 72 were 
deemed not expedient to pursue, 151 were closed due to no breach having been 
detected, and 27 were immune from enforcement action.  442 cases were 
concluded.  An enforcement case is concluded when one of the of the following 
occurs: a formal notice is issued; legal proceedings commence; a planning 
application is received; or the case is closed. 

 
RAG Status    
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Self-imposed Indicators 
 
Summary Table of Progress against Self-Imposed Indicators 2018/19 

Self-imposed Indicator description RAG 
Progress 
on prior 

year 
 Staff Absence   
 Resident Satisfaction  

New 
indicator 

 Net cost of Services per head of population   

 Prompt Payment   
 Average number of working days lost per employee   

Overall assessment of performance   
Table 4 : Summary Table of Progress against Self-Imposed Indicators 2018/19 

 
Self-imposed Indicators in Detail 
 

 

 
 The absence figure of 6.57% shows an improvement of 1.11% on the previous 

year with both long term and short-term figures decreasing.  The decrease in 
long term absence is due to the success of the continued application of the 
absence procedures.  During the year there has been improvement in the 
number of days lost due to musculo-skeletal and stress with the work carried out 
by HR and the Employee Health and Wellbeing Group proving to be beneficial 
particularly in reducing absence due to stress. 
 
To ensure continued improvement in absence a working group consisting of 
Heads of Service has been established to examine absenteeism and to ascertain 
if there are any innovative initiatives that can be introduced to further reduce 
absenteeism. 
Council continues to offer employees the ability to avail of Westfield Health and 

2018/19 2017/18 2016/17 2015/16
Actual 6.57% 7.68% 6.48% 7.00%
Target 5.00% 5.00% 5.00% 5.00%
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their confidential counselling service together with other initiatives such as 
signing up to a Mental Health Charter with the Equality Commission 

 
RAG Status    

 

 
 
 Council commissioned a Market Research company to undertake a Residents’ 

Survey to gain insight into satisfaction levels with the Council.  A total of 1,035 
interviews were conducted, on a face-to-face basis, using tightly controlled 
quotas applied for resident: age; sex; social class; and location within the 
Borough.  An additional 366 responses were received online however no quota 
sampling could be applied to these responses and they were therefore not 
included as part of the main survey findings – information relating to individual 
service areas was shared with the relevant Head of Service for consideration. 
 
Survey findings were encouraging with a high level of satisfaction with the 
Council.  Areas for improvement included enhancing opportunities for 
consultation and tacking environmental issues eg: dog fouling and littering.  
Residents identified attracting jobs, investment and the local economy as top 
priorities going forward.  The results of the survey will be used to help inform the 
Council’s Corporate Plan 2020-24. 
 
RAG Status    
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 The cost per head of population continues to increase demonstrating the cost 
pressures that Council is under arising from increases to the national living wage 
and pension costs. In addition, other significant factors are energy and fuel costs. 
These increases are broadly in-line with budgetary expectations and the Council 
continues to robustly challenge its expenditure plans as it seeks to deliver on its 
corporate objectives.  

2018/19 2017/18 2016/17 2015/16
Actual 306 294 286 278
Target 302 291 284 276
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 The Council is pleased to note that it has made good progress in the 2018/19 
financial year with above average performance of NI councils in both of its 
supplier payments indicators.  This is as a result of improvements to its internal 
processes.  Council will continue to review its internal processes in order to 
further improve performance. 

 
RAG Status    
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NI Average 13.93 14.95 14.89
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 From 2015/16 to 2018/19 the general trend has been for a decrease in the 
number of days lost per employee in ANDBC from 16.37 – 14.23. This has been 
due to a significant focus by the organisation to reduce absenteeism and this will 
continue to be the case.  ANDBC has established a working group to look at 
innovative ways to reduce absenteeism as from a policy and procedures 
perspective, it would seem evident that all possible actions are taking place in 
line with the Absence procedures.  In 2018/19 both long term and short-term 
absence decreased.   
 
Compared to the NI average for days lost, in the most recent figures available 
(2017/18) ANDBC has a higher number of working days, we will therefore 
continue to target this area and attempt to find ways to lower this figure.  Work 
will continue to progress on the extensive work already being carried out to make 
ANDBC a happy place to work and to give support to employees who are absent 
due to ill health.  

RAG Status    
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Northern Ireland Audit Office proposals for improvement – arising from S.75 Audit and Assessment 
Report 2018/19 

During 2018/19 the Council received its S.75 Audit and Assessment Report from the Northern Ireland Audit Office.  There were no statutory 
recommendations made and therefore there was no need for a special inspection to be carried out.  A number of proposals were made to assist the Council 
to further develop its arrangements to propagate good practice.  The following table details the proposals and the Council’s progress on them to date. 
 

NIAO Proposal 
 

ANDBC Progress to date 

1.  General Duty to Improve 
 the Council should continue the development of its performance 

management system to achieve the best measurement of all its functions 
and services, to ensure identification of those areas which would benefit 
most from improvement;  

 
 the Council should ensure that the process through which functions are 

prioritised and selected for improvement forms the basis for objective-
setting in a ‘bottom up’ approach. This should provide a better link between 
objective and actions, help to improve transparency, and help with the 
measurement of the objective outcomes; and  

 
 the Council should ensure that performance framework documentation is 

updated in line with documented procedures and that evidence of review is 
recorded (even where no changes have occurred).  

 
Council continues to develop its performance management system and is 
introducing new governance arrangements for the 2019/20 year with the 
establishment of a Strategic Transformation, Efficiency and Performance 
programme which will report to SFPG.  See section above on Governance 
Arrangements (page 4). 

Council introduced a revised Service Planning template for 2018/19 which 
was designed to assist Officers to identify performance improvement 
initiatives at an early stage, to clearly link them through the Corporate and 
Community Plans and to identify the outcome of the initiative and what 
difference it would make to stakeholders.   
 
The performance framework document is updated in line with procedural 
changes and the document version control section is updated accordingly. 

2. Governance arrangements 
 The Audit Committee should consider the benefit of using internal audit, 

where required, to provide it with future assurance on the integrity and 
operation of the Council’s performance framework and identify areas for 
improvement. 

 

 

Arrangements with Internal Audit have been put in place to ensure 
Performance is included in each Service Audit Plan. 
 
 
 

3. Improvement Objectives 
 Going forward, ensure that each improvement objective is focused on 

outcomes for citizens in relation to improved functions and/or services 
rather than focusing primarily on achieving corporate efficiencies. 

 
 
The revised Service Planning template introduced for 2018/19 was 
designed to assist Officers to identify performance improvement initiatives 
at an early stage, to clearly link them through the Corporate and 
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NIAO Proposal 
 

ANDBC Progress to date 

 
 Ensure that improvement can be demonstrated and, where possible, 

measured through the use of meaningful performance indicators and data 
collection and/or other qualitative methods.  These indicators should not 
just concentrate around, nor be limited to, the statutory indicators and 
standards imposed by central government.  Where possible and relevant 
the Council should use baseline performance data/information against 
which future improvement can be demonstrated. 

 
 link the improvement objectives more closely to the identified actions, 

keeping in mind the intended outcomes. A bottom-up approach to objective 
setting may help the Council to avoid improvement objectives that are too 
broad and open-ended. It should also narrow the gap in the council’s ability 
to clearly demonstrate the impact on the outcomes for citizens;  

 
 ensure that underlying projects are more focused on outcomes or that the 

collective outputs contribute to an evidence-based outcome at the objective 
level. The outcome(s) should always be clearly stated so that citizens can 
understand how they will benefit; and  

 
 where possible and relevant, use baseline performance data/information 

(and set standards which it hopes to achieve) against which future 
improvement can be demonstrated.  

Community Plans and to identify the outcome of the initiative and what 
difference it would make to stakeholders.  
  
During the reporting process of the 2018/19 PIP it has been evidenced 
that the indicators/standards selected have not always been suitable and 
learning from this will improve future years plans. 
The self-assessment report has been revised to ensure that performance 
can be compared against prior years and where appropriate baseline data 
has been included.   
Council will continue to review and revise its reporting to ensure its focus 
is on outcomes and the benefits are clear to citizens.  

 

4. Consultation 
No proposals for improvement were made 

 

5. Improvement Plan 
No proposals for improvement were made 

 

6. Arrangements to improve 
The report reflected that the Council’s arrangements to secure continuous 
improvement, as is to be expected, are still developing and embedding.  The 
Council continues to strengthen its arrangements to secure continuous 
improvement, however, until the Council’s arrangements mature and it can 
demonstrate a track record of ongoing improvement in relation to the 
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NIAO Proposal 
 

ANDBC Progress to date 

framework the Auditor is unable to determine the extent to which 
improvements will be made. 
7. Collection, use and publication of performance information 
 in addition to the local indicators and standards relating specifically to 

improvement objectives, the Council should select a range of local 
indicators and standards to enable it to measure and monitor improvement 
across its full range of functions, as part of its general duty arrangements to 
continuously improve. This information should be included in the published 
Performance Improvement Plan and Annual Self-Assessment Report and 
provide year on year comparisons;  

 
 the Council should continue working with other councils and the 

Department to agree a suite of self-imposed indicators and standards. This 
will enable meaningful comparisons to be made and published in line with 
its statutory responsibility.  

 
 
 Self-assessment reports must clearly set out a section on performance in 

relation to its general duty to improve as required under the legislation. 
 

 
Council has in place Individual Service Plans (16) that include some 300+ 
Key Performance Indicators that are monitored in the Quarterly Service 
Plan Reports brought before their respective Committees. It is Council’s 
view that if the Corporate, Performance and Service Plans are aligned and 
integrated then the KPIs at the lowest level ensures that all Plans are 
monitored. Council has included in its report a comparison of its 
performance against the Local Government Sector. 
 
Council continues to work with the sector, the Association of Public Sector 
Excellence (APSE) and the Department for Communities in order to inform 
future self-imposed indicators and to explore potential bench-marking 
opportunities.   
 
 
The self-assessment report for 2018/19 includes a section on performance 
in relation to its general duty to improve as required under the legislation. 
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Your Opinion Matters 

Ards and North Down Borough Council is committed to improving our services and it is 
important that we listen to what the community have to say. We welcome your comments or 
suggestions at any time of the year and have recently introduced a “Your Opinion Matters” 
campaign in the Borough Magazine which is produced twice a year and is delivered to every 
household in the Borough. If you have suggestions for improvement initiatives please 
complete the tear off slip from the Borough Magazine and send it to us, alternatively email 
yom@ardsandnorthdown.gov.uk throughout the year. 
 
If you have any comments, would like any further information, or to request a copy of this report, 
please contact: 
Performance Improvement Unit 
Ards and North Down Borough Council 
Town Hall 
The Castle 
BANGOR 
BT20 4BT 
 
Email: pim@ardsandnorthdown.gov.uk 
Telephone: 0300 013 3333 
 
 
Alternative formats 

This document can be provided in alternative formats if required in relation to language or 
disability by contacting the Performance Improvement Unit at the above address. 

mailto:yom@ardsandnorthdown.gov.uk
mailto:pim@ardsandnorthdown.gov.uk

	Overview
	Context
	2018/19 Improvement Objectives
	Delivering on the Objectives
	How did we do?
	Performance Assessment Key

	Discharging the general duty to secure continuous improvement in 2018/19
	Plan
	Stating what we will do and why - the Performance Planning and Management process will be used at the following levels:
	   Community Planning and Reporting, where a plan will be developed every 10- 15 years;
	   Corporate Planning and Reporting, where a plan will be developed every 4 years to set out objectives for the Council;
	   Performance Improvement Plans (PIP) which sets out the Council’s plan for a single year;
	   Service Planning and Reporting, where a plan will be developed every year by each council service);
	 Individual (and/or collective Team level) Planning and Reporting, where a plan will be delivered every year.
	This approach is designed to facilitate alignment between Community, Corporate, Service and Individual plans, activities and the needs of our stakeholders.
	Engage
	Resource
	Focus
	Doing the right thing right – to ensure system and process alignment with organisational objectives. It is likely to involve carrying out service reviews, ongoing coaching, identifying process improvements, reviewing potential suitable systems and ens...
	Operate
	Relate
	Manage

	The cost of our services
	How did we do? : Our Performance Results for 2018/19
	Summary Table of Progress 2018/19
	Performance Improvement Objectives for 2018/19
	Summary Table of Progress against our Improvement Objectives for 2018/19

	Statutory Performance Indicators and Standards 2018/19
	Summary Table of Progress against Statutory Performance Indicators and Standards 2018/19
	Municipal Waste
	Economic Development
	Planning
	Self-imposed Indicators
	Summary Table of Progress against Self-Imposed Indicators 2018/19

	Northern Ireland Audit Office proposals for improvement – arising from S.75 Audit and Assessment Report 2018/19
	Your Opinion Matters
	Alternative formats



