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Introduction 
Ards and North Down Borough Council has a statutory duty under the Local Government Act 
(Northern Ireland) 2014 to publish a Performance Improvement Plan each year that sets out 
the main short-term issues (improvement objectives) it wants to improve for people living and 
working in the Borough during the year ahead. 

Recognising the need to focus our efforts on the right things, and to demonstrate our 
commitment to improving the areas that matter most to our residents, our annual improvement 
plan and objectives are aligned to the outcomes set out in The Big Plan 2017-2032 (the 
Council’s Community Plan) and builds on the objectives set out in the Council’s Corporate Plan 
2015/19 extended to March 2020. 

Whilst the Performance Improvement Plan focuses specifically on our key Improvement 
Objectives, we are still seeking to bring about improvement is other areas.  The plan is not 
designed to describe all of the Council’s day to day work; for more information on those  
details, the Council’s Service Plans can be accessed on our website at 
www.ardsandnorthdown.gov.uk/service plans. 

The Council is committed to delivering on its Improvement Objectives within the context of our 
core values: 

Progressive: We will be proactive, ambitious, innovative, 
forward thinking and outward looking.     

Respect: We will treat everyone in a fair and equitable manner, 
respecting diversity and each other’s roles.  

Integrity: We will always be open, honest, transparent, 
trustworthy and accountable in our business relationships.  

Delivery: We will ensure a “can do” attitude, being passionate 
about achieving results, performance driven and outcome 
focussed.   

Excellence: We will strive to deliver continuously improving and   
excellent quality services whilst ensuring value for money.  

 
  

http://www.ardsandnorthdown.gov.uk/resident/community-planning/the-big-plan-for-ards-and-north-down
http://www.ardsandnorthdown.gov.uk/downloads/ards-and-north-down-borough-council-corporate-plan-2015-2019.pdf
http://www.ardsandnorthdown.gov.uk/downloads/ards-and-north-down-borough-council-corporate-plan-2015-2019.pdf
http://www.ardsandnorthdown.gov.uk/service
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The services we provide
Council Services 

• waste collection and disposal 
• recycling and waste management 
• local planning functions 
• civic amenity provision 
• grounds maintenance 
• street cleaning 
• cemeteries 
• public conveniences 
• food safety 
• health and safety 
• environmental protection 
• environmental improvement 
• estates management - building 

design and maintenance 
• building control-inspection and 

regulation of new buildings 
• dog control 
• licensing, such as entertainment 

licensing 
• enforcement byelaws such as those 

around litter 
• sports, leisure services and 

recreational facilities 
• parks, open spaces and playgrounds 
• community centres 
• community development 
• arts, heritage and cultural facilities 
• registration of births, deaths and 

marriages 

Planning 
• local development plan functions 
• development control and 

enforcement 

Roads 
• off-street parking (except Park and 

Ride) 
Local economic development  

• Start a Business Programme and 
Enterprise Shows 

• youth entrepreneurship (such as 
Prince’s Trust and Shell Livewire) 

• social entrepreneurship 
• Investing for Women 
• neighbourhood renewal funding 

relating to enterprises initiatives 
 

Local tourism 
• providing business support including 

business start-up advice, along with 
training and delivery of customer 
care schemes 

• providing advice to developers on 
tourism policies and related issues 

Heritage 
• control of alterations, extension and 

demolition of listed buildings 

• conservation area designation and 
management 

• listed building enforcement notices 
• compensation where listed building 

consent has been revoked or 
modified 

• issuing of Building Preservation 
Notices. This will allow a council to 
temporarily list a building for a period 
of six months pending Northern 
Ireland Environment Agency 
assessment of permanently 
protected status as a listed building. 
[This is commonly called spot-listing] 

• issuing notices to require Urgent 
Works to preserve a building 

• community listing (previously called 
Local Listing) of buildings of special 
architectural or historic interest 

Other services 
• some elements of the delivery of the 

EU Rural Development Programme 
(2014 to 2020) 

• local water recreational facilities 
• local sports (greater involvement of 

local government in local sports 
decisions) 

• Donaghadee Harbour 
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Strategic Planning Framework

 
The Big Plan 2017-2032 
The Big Plan 2017-2032 (the Council’s 
Community Plan) was published in April 
2017 and provides an overarching 
framework setting out a shared vision and 
ambition that Ards and North Down’s 
Strategic Community Planning Partnership 
has agreed to work towards over the next 
15 years. 

The Vision is “Ards and North Down is a 
vibrant, connected, healthy, safe and 
prosperous place to be”. 

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

The Big Plan for Ards and North Down 
explains how we want to make life better for 
all the people who live in the borough. 

The Big Plan contains five outcomes. These 
are ambitious statements that we aspire to 
accurately reflect the situation of the people 

who live in Ards and North Down by the 
year 2032. 

• Outcome 1: All people in Ards and 
North Down fulfil their lifelong potential. 
 

• Outcome 2: All people in Ards and 
North Down enjoy good health and 
wellbeing. 
 

• Outcome 3: All people in Ards and 
North Down live in communities where 
they are respected, are safe and feel 
secure. 
 

• Outcome 4: All people in Ards and 
North Down benefit from a prosperous 
economy. 
 

• Outcome 5: All people in Ards and 
North Down feel pride as they have 
access to a well-managed sustainable 
environment. 

The Big Plan for 
Ards and North 

Down 2017-2032
(Community Plan)

Corporate Plan 
2015-2020

Service Plans 
(annual)

Performance 
Improvement 

Plan (June each 
year)

Self 
Assessment 

Report 
(September 
each year)

Individual Pride 
in Performance 
Conversations

(annual)
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Corporate Plan 2015-2020 
The Corporate Plan was approved by Council in May 2015 and outlines our purpose, priorities 
and objectives. It describes our ambitions for how local services will be delivered more 
efficiently and effectively for everyone. It is supported by detailed operational plans and will 
regularly be reviewed to align with the Big Plan through our performance management 
processes.  

The Themes and Objectives of the Corporate Plan are:

 

PEOPLE : ensuring we engage 
with, and support, all local 
communities to deliver real social 
benefits 
Develop more engaged, empowered 
and integrated communities 
Foster a United Community, based 
on equality of opportunity, the 
desirability of good relations and 
reconciliation 
Improve health, wellbeing and 
promote active lifestyles 
Increase pride in the borough 

 

PLACE: ensuring we make the 
very best of the natural, cultural 
and environmental assets of our 
borough 
Promote a clean, green, healthy, 
safe and sustainable environment 
Invest in and promote the borough’s 
rich cultural heritage and 
environment 
Invest in and promote facilities and 
outdoor spaces 
Enhance our towns, villages and 
coastlines 

 

 

 

 

 

PROSPERITY : ensuring the 
borough’s town and rural 
localities are prosperous, vibrant 
and attractive 
Attract and promote economic 
investment 
Support business start-up, 
development and growth 
Enhance the visitor experience to 
increase visitor spend 
Develop a thriving rural economy 

 

PERFORMANCE : ensuring we 
take time to understand our 
customer’s need and manage our 
people, money and assets 
effectively so we can deliver on 
our objectives for the borough 
Engage, communicate and listen to 
our residents and customers 
Be financially responsible 
Maximise the potential of our staff to 
deliver outcomes 
Delivery high quality customer 
focussed services 
Establish and grow productive 
partnerships 

 

Ards and North Down Borough Council 
Corporate Plan 2015-2020 
https://www.ardsandnorthdown.gov.uk/about-the-
council/publications/corporate-plan
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Service Plans 
 

The Council’s Service Planning process takes place between September and March each year.  
The Service Plans are working documents that; 

• detail how the organisation will deliver its services; 
• identify Performance Improvement initiatives; and 
• detail the Key Performance Indicators that will be used to measure if it is achieving its 

purpose and progress towards its vision.   

Service Plans are open to public scrutiny via the Council’s website.  

• Administration 
• Assets and Property Services 
• Building Control, Licensing and Neighbourhood Environment 
• Community and Culture 
• Community Planning 
• Corporate Communications 
• Economic Development 
• Environmental Health Protection and Development 
• Finance 
• HR and OD 
• Leisure and Amenities 
• Performance and Projects 
• Planning 
• Regeneration 
• Tourism 
• Waste and Cleansing Services 
• Strategic Planning Timetable 
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September

NIAO fieldwork
Self Assessment 
Report published 
by 30 September

Service Planning 
process

Budget Planning 
process

Pride in 
Performance 

Conversations 
complete

Citizen Satisfaction 
Survey Report to 

CLT/HoST/Council

Report on 
Performance to 

Audit Committee

August

NIAO fieldwork Self Assessment Report to CLT/HoST and Council

June

Performance 
Improvement Plan to 

CLT and Council

Publish on Council 
website by 30 June

Begin review of prior 
year's Performance

Submit Benchmarking 
statistics 

Citizen Satisfaction 
Survey

Report on Performance 
to Audit Committee

April / May

Consultation with 
stakeholders

Consultation with 
employees Consultation with Elected 

Members
Service Plans approved at 

Standing Committee
Pride in Performance 
Conversations begin

September - March

Service Plan 
preparation

Identification of 
Performance 

Improvement (PI) 
initiatives

CLT/HoST 
consultation of 

Service Plans and 
PI initiatives

Budget Planning 
process Strike the Rate Report on Performance 

to Audit Committee
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Setting our improvement objectives for 2019/20 
The improvement objectives selected for 2019/20 are grouped under the Corporate 
Plan’s priorities as illustrated in the table below.  Full details of how we will address 
and assess progress against each Improvement Objective during the year ahead are 
set out in Appendix 1. 

 

The selection of the four priority objectives for inclusion in the Improvement Plan was 
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 2019/2020; 
• Feedback from 2 Focus Groups on the Performance Improvement Plan 

2019/2020; 
• Feedback from the Your Opinion Matters campaign. 

  

People 

1. Improve how we engage with, and support, all local communities to deliver real social 
benefits. 

Place 

2. Improve street cleansing and recycling rates from HRC’s and commercial customers. 

Prosperity 

3. Deliver projects that will create attractive areas that people will want to live, work, visit 
and invest in. 

Performance 

4. Improve efficiency and transparency. 
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Consultation  
Our Improvement Plan 2019/20 consultation commenced in September 2018 with 
the Corporate Leadership Team, Heads of Service Team being asked to identify 
Improvement Initiatives during the Service Planning and Budget process.  

Our public consultation took place between 21 May and 14 June 2018 and we asked 
participants if they were Very supportive, Supportive, Not very supportive or Not at 
all supportive of the four priority objectives we were including in the Improvement 
Plan.  We also asked if they had any Alternative improvement objectives and for 
comment on the improvements they would like to see in the future.   

The consultation was publicly advertised on the Council website; was sent 
electronically to our Elected Members, Statutory and Community Planning partners 
our Consultative Panel on Equality and Good Relations; Equality Scheme 
Consultees; and a range of hard to reach groups; was promoted via e-zine to our 
Business Community; and was posted on our Social Media channels of Facebook 
and Twitter. 

29 responses were made to the survey, and 17 residents attended the focus groups. 

 
 
It should be noted that respondents were invited to select multiple interest 
categories. 
 

  

21

11

4

4

4

75

0 10 20 30 40 50 60 70 80

Other

Staff Consultative Committee

Statutory

Community Group

Local Business

Resident

Composition of online interest group - %  
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A summary of the consultation results is shown in the table below (detailed results 
and commentary are further outlined at Appendix 2). 

 
Overall 83% of respondents were either Very Supportive or Supportive of the 
proposed objectives.  In light of this and other comments received the following 
amendments were made: 

 What are we going to do 
this year? (Actions) 

What difference will it 
make? (Outcomes) 

Objective 1:  
Improve how we engage 
with, and support, all local 
communities to deliver 
real social benefits 

 
Establish a partnership group 
with Carrowdore to take 
forward Village Plan 

 
Local community involvement 
in shaping our local villages 
and prioritising projects 

Objective 4: 
Improve efficiency and 
transparency 

Run Resident Panel pilots to 
inform development of a 
Resident Engagement 
strategy 

Involving residents will 
ensure we deliver services 
people want and that we do it 
in the right way 

 

Objective 3: 

We have widened the focus of the objective to better reflect the actions: 

Original: Updated: 
Deliver regeneration projects that will 
create attractive areas that people will 
want to live, work, visit and invest in. 

Deliver projects that will create attractive 
areas that people will want to live, work, visit 
and invest in. 

 

Improvement ideas suggested through the consultation process will also inform the 
Corporate Plan 2020-2024 which is currently under development.  

39
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40
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Very Supportive Supportive Not very supportive Not at all supportive Not answered

Consultation Results - %

Objective 1: Improve how we engage with, and support, all local communities to deliver real social benefits

Objective 2: Improve street cleansing and recycling rates from HRC’s and commercial customers 

Objective 3: Deliver projects that will create attractive areas that people will want to live, work, visit and invest in.

Objective 4: Improve efficiency and transparency



Page 11 of 46 
 

Linking our improvement objectives to our available 
budget 

Council receives income 
from the District Rates, 
specific Government 
Grants and charging for 
some of its services.  The 
level of rates income is the 
major driver determining 
how much financial 
resources the Council has 
to deliver its services.  
Figure 2 illustrates how 
Council funds its £64.5m 
budget. 

 

The table below sets out how we have allocated our revenue budget across our 
services for the 2019/20 financial year and gives r the previous two years for 
comparison. 

  
  

2019/20 
Gross 

Expenditure  
Budget 

2018/19  
Gross 

Expenditure 
Outturn  
(Draft) 

2017/18  
Gross 

Expenditure 
Outturn 

110 Environmental Health  2,344,005 2,147,815 2,140,662 
120 Community and Culture  3,839,130 3,551,783 2,859,048 
130 Leisure and Amenities  8,711,464 8,863,370 7,637,941 
210 Waste and Cleansing Services  14,624,473 14,130,801 13,711,543 
220 Assets and Property Services  7,571,408 7,020,967 5,953,275 
230 Regulatory Services (formerly 

Building Control, Licensing etc) 2,708,020 2,564,191 2,487,146 
310 Regeneration  1,771,885 1,449,782 1,190,159 
320 Economic Development 1,691,973 1,593,154 1,446,858 
330 Planning  2,328,627 2,117,434 1,814,352 
340 Tourism 2,320,815 2,040,408 1,736,771 
420 Finance & Internal Audit 1,409,260 1,296,267 1,366,724 
430 Performance & Projects  2,197,740 2,188,856 1,801,822 
510 HR & OD  1,061,417 1,076,933 904,215 

520 
Administration and Customer 
Services 4,159,283 3,872,067 3,617,320 

600 Chief Executive's Office 1,206,200 1,013,483 1,126,441 
910 Capital Financing 6,524,500 7,050,618 6,685,335 
   64,470,200 61,977,930 56,479,611 

 

How the Council Funds its 2019/20 Gross Budget - £64.5m

Rates Income - £48.9m

Service Income - £12.0m

De-Rating & Transferred Functions Grants - £1.8m

Council Reserves - £1.8m
Figure 2 
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Aligning Improvement Objectives to the General Duty of 
Improvement 
The Council is required to ensure that their Improvement Objectives have regard to at 
least one of seven specified aspects of improvement which are defined in Appendix 3: 

• Strategic effectiveness; 
• Service quality 
• Service availability 
• Fairness 
• Sustainability 
• Efficiency; and 
• Innovation. 

Appendix 4 indicates how the Improvement Objectives are aligned to Section 84 of 
the Act. 

Corporate Indicators 2019-20 
The Council has a suite of Corporate Indicators on which it reports.  This suite is 
made up of the Statutory Indicators as set out in the Local Government 
(Performance Indicators and Standards) Order (Northern Ireland) 2015 and a range 
of self-imposed (non-statutory) indicators with corresponding targets (standards) to 
be achieved to enable us to monitor and compare our performance. 

Performance against the following corporate indicators is reported quarterly to 
Standing Committees for consideration before being approved by Council and will be 
published in our Annual Report.  

Indicator 2015/16 2016/17 2017/18 2018/19 Target 
(Standard) 
2019/20 

Staff Absence 7.00% 6.48% 7.68% 6.57% 5.0% 
Resident Satisfaction N/A N/A N/A 83% 85% 
Net Cost per head of 
population 

£278 £286 £294 £306 £318 

Number of jobs 
promoted through 
start-up activity via the 
Go for It Programme 
(Statutory) 

125 138 92 111 85 

Average processing 
time of major planning 
applications (Statutory) 

51.8 
weeks 

37.60 
weeks 

64 
weeks 

165.8 
weeks 
(provisional 
as at 
December 
2018) 

30 weeks 

Average processing 
time of local planning 
applications (Statutory) 

21.2 
weeks 

20.20 
weeks 

17.5 
weeks 

15.8 
weeks 
(provisional 
as at 
December 
2018) 

15 weeks 
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Indicator 2015/16 2016/17 2017/18 2018/19 Target 
(Standard) 
2019/20 

Percentage of 
enforcement cases 
processed and 
concluded within 39 
weeks (Statutory) 

82% 77.7% 74.2% 77.1% 
(provisional 
as at 
December 
2018) 

70% 

Percentage of 
household waste 
collected by the district 
council that is sent for 
recycling (including 
waste prepared for re-
use) (Statutory) 

40.4% 49.2% 52.10% 53.2% 
(provisional - 
subject to 
Audit by 
NIEA) 

60% 

The amount (tonnage) 
of biodegradable Local 
Authority collected 
municipal waste that is 
landfilled (Statutory) 

27,612 20,462 18,869 19,141 
(provisional - 
subject to 
Audit by 
NIEA) 

19,017 

The amount (tonnage) 
of Local Authority 
collected municipal 
waste arisings 
(Statutory) 

99,766 94,949 88,749 87,338 
(provisional - 
subject to 
Audit by 
NIEA) 

<87,338 
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Recording and reporting progress 
 

The Improvement Objectives are delivered alongside all other Council work included 
in the Service Plans for 2019/20.  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.   

Through our PERFORM framework (see 
Appendix 5) we will continually assess 
how we are doing against targets and 
ensure we are making a difference to our 
stakeholders.   

Progress on delivery of our improvement 
objectives against performance will be 
monitored and reported throughout the 
year and are subject to the Council’s 
usual governance arrangements, report 
to Audit Committee, consideration by 
Standing Committee and ratification by 
Council. 

Each year we will publish by 30 
September an assessment of the council’s performance for the previous year. 

 

Promotion of Equality  
The Improvement Plan reflects our responsibility to promote Equality and Good 
Relations is embedded as a part of the duty to secure continuous improvement and 
that the process of choosing its Improvement Objectives are in keeping with the 
Council’s Equality Scheme. 

Details of Equality Scheme can be found on our website at 
http://www.ardsandnorthdown.gov.uk/about-the-council/equality 

 

Your opinion matters 
The 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 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.  Suggestions for improvement initiatives can be sent to us 
by completing the tear off slip in the Borough Magazine or by emailing 
yom@ardsandnorthdown.gov.uk. 

http://www.ardsandnorthdown.gov.uk/about-the-council/equality
mailto:yom@ardsandnorthdown.gov.uk
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Further information 
If you would like any further information, or to request a copy of this plan 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. 

 

  

mailto:pim@ardsandnorthdown.gov.uk
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Appendix 1 

Improvement Objective 1: Improve how we engage with, and support, all local communities to 
deliver real social benefits 

Associated Community Plan Outcome: Outcome 2: All people in Ards and North Down enjoy good health 
and wellbeing 

Corporate Plan Priority: People (Community) 
Associated Corporate Objective:   Develop more engaged, empowered and integrated communities. 
Senior Responsible Officer: Director of Community and Wellbeing 
 
Why have we chosen this?  
 
 
Community halls operate in a very competitive market where Churches and other community groups who own 
halls seek to offset running costs by offering their halls for hire at very competitive prices. Historically many of the 
groups using the community halls have either had their charges subsidised through various grants or have sought 
discounts through other Council departments who have supported the organisation of these groups. In recent 
times Council has seen a reduction in the level of grants coming into these groups and this has resulted in a 
downturn in the quantity of bookings from these groups. 
 
The Council is also committed to improving the health and wellbeing of our communities including through 
environmental and cross-community projects. 
 

What are we going to do this year?  (Actions) What difference will it make? (Outcomes) 

• We will set up community user forums to encourage 
local community groups to make use of Community 
Centres. 

 
• We will encourage more people to get involved in 

environmental projects  
 
• Establish a partnership group with Carrowdore to 

take forward Village Plan  
 

 

• Local community will become more sustainable and 
help develop more active and involved communities. 

 
 
• Local communities will be encouraged to develop 

more community gardens. 
 
• Local community involvement in shaping our local 

villages and prioritising projects 
 

How will we know? 

 
Measure 

2015/16 
Actual 

2016/17 
Actual 

2017/18 
Actual 

2018/19 
Actual to 
date 

Standard 
(Target) 
2019/20 

Average utilisation of community centres N/A 28% 25% 26% 28% 

Number of community gardens established N/A N/A N/A 1 2 

Date of establishment of Carrowdore partnership 
group 

New measure By 31 
March 2020 
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Improvement Objective 2: Improve street cleansing and recycling rates from HRC’s and 
commercial customers  

Associated Community Plan Outcome: Outcome 5: All people in Ards and North Down feel pride from 
having access to a well-managed sustainable environment. 

Corporate Plan Priority: Place (Environment) 

Associated Corporate Objective(s):   Promote a clean, green, healthy, safe and sustainable environment; 
enhance our towns, villages and coastlines. 

Senior Responsible Officer: Director of Environment  
 

Why have we chosen this? 
 
 
This objective has been chosen as the cleanliness of the Borough remains a high priority for residents and visitors 
alike and has significant impact on council budgets.    
 
The Council also has a number of statutory obligations relating to waste management and street cleansing 
services and has a key role to play in promoting a clean, green, healthy, safe and sustainable environment, and 
enhancing the appearance of our towns and villages to ensure all people in Ards and North Down feel pride from 
having access to a well-managed sustainable environment. 
 
The Council carried out a Resident Survey in July 2018 and respondents were invited to suggest one area they 
would like to see the Council improving on.  Among those who made suggestions the most common included 
“cleaner streets / improving cleansing”.   Also, from the Resident Survey we know that 69% of our residents are 
committed to recycling. Recycling is also a key driver to reducing landfill costs, which have a significant burden on 
the ratepayer. 
 
The Council is also committed to taking a “StAND for Sustainability”, in a bid to reduce the reliance on single-use 
plastics within the Borough and help address the global plastic waste pandemic which is having such a negative 
impact on our planet, oceans and wildlife.  

What are we going to do this year?  (Actions) What difference will it make? (Outcomes) 

• Introduce a revised commercial waste collection 
service 

 
• Introduce new approaches at Council HRC’s to 

increase the recycling rate from these facilities 
 
• Introduce Town Centre Wardens 
 
 
 
 
 
 
 
 
• Increase availability of street sweeping staff 

through revision of work patterns to a 7-day model 
 

 

• Increased recycling of commercial waste. 
 
• Increase the Council’s overall recycling rate and 

reduce dependence on landfill disposal. 
 
 
• The introduction of Town Centre Wardens will provide 

a highly visible presence across the Borough   Acting 
as the eyes and ears of the Council the Town Centre 
Wardens will provide advice, if required, to visitors and 
residents, and they will be responsible for identifying 
and dealing with litter, dog fouling, graffiti, issues with 
street furniture and public conveniences.  This action 
was carried forward from last year. 

 
• This will provide greater flexibility to deal with issues 

such as demand spikes due to good weather, events 
etc. 

How will we know? 

 
Measure 

2015/16 
Actual 

2016/17 
Actual 

2017/18 
Actual 

2018/19 
Actual to 
date 

Standard 
(Target) 
2019/20 

Number of businesses using the commercial waste 
recycling service 

No data 519 612 710 1000 
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Measure 

2015/16 
Actual 

2016/17 
Actual 

2017/18 
Actual 

2018/19 
Actual to 
date 

Standard 
(Target) 
2019/20 

Tonnage of commercial waste sent for recycling No data 1152 2886 2468 3000 

LEAMS cleanliness index score (Rolling 12-month 
period) 

74 76 75 77 80 
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Improvement Objective 3: Deliver projects that will create attractive areas that people will want 
to live, work, visit and invest in. 

Associated Community Plan Outcome: Outcome 4: All people in Ards and North Down benefit from a 
prosperous economy 

Corporate Plan Priority: Prosperity (Economy) 

Associated Corporate Objective(s):   
Enhance our towns, villages and coastlines; support business start-
up, development and growth; develop a thriving rural economy; 
attract and promote economic investment 

Senior Responsible Officer: Director of Regeneration, Development and Planning and Director 
of Community and Wellbeing 

 
Why have we chosen this? 

 
During the conduct of the Resident Survey undertaken in July 2018 35% of residents told us that the top ranked 
priority for Council was attracting jobs, investment and the local economy.   
 
Council recognises the centres of our towns and villages are vitally important locations for commercial and social 
activity. Across Northern Ireland such centres have faced challenges as they transition from places of necessity to 
places of choice, competing with out-of-town and online retail. However, by investing in the quality and vitality of 
the public realm (streets and spaces), it has been possible to underpin town and village centres as attractive 
places in which to visit, spend time and invest. 

What are we going to do this year?  (Actions) What difference will it make? (Outcomes) 

• Enhance the Town Placemaking activities by 
continuing reconstituting each Town Steering group 
to be more inclusive and representative to engage 
in placemaking activity. 

 
 
 
 
 
 
• Development of a public realm enhancement 

scheme for the area around Portavogie Harbour. 
 
 
• Develop, agree, secure funding and commence 

delivery of a public realm scheme for Portaferry. 
 
 
 
• Develop a new revitalisation scheme in conjunction 

with the DfC for tackling the frontages of vacant 
properties in the five towns 
 
 

• Prepare and publish for consultation a Good 
Practice Guide for developers and the general 
public who will be submitting planning applications. 

 
 
• Managing Events Safely document 

 
 
 
 

• Town placemaking is a multi-faceted approach to 
revitalising, planning, designing and managing 
places.  It is based on the premise that successful 
places are characterised by lively, secure and 
distinctive public spaces that function for the people 
who use them.  Reconstituting the Town Steering 
groups will help to deliver more sustainable 
partnerships to take local decisions on local place 
issues and give a better. 

 
• This will create a new centre hub for the village with 

a new attractive area which can be used by residents 
and visitors alike. 

 
• This will enhance the attractiveness of Portaferry 

both to residents and visitors and will also attract 
commercial, leisure and tourism offerings which will 
revive the town and the wider borough. 

 
• This scheme will provide funding to enable owners of 

vacant properties to do some reimaging of the shop 
frontages and therefore make them more attractive 
and therefore lettable. 

 
• Ensure planning system is front loaded thus avoiding 

delays in processing time, and reduction in 
advertising costs and neighbour notification costs to 
Planning Service 

 
• It will enable 3rd party organisers to deliver safe, well 

managed events, this will apply to all parties availing 
of a Council grant or using Council land and will 
afford protection to the Council’s liability and 
reputation. 
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Measure 

2015/16 
Actual 

2016/17 
Actual 

2017/18 
Actual 

2018/19 
Actual to 
date 

Standard 
(Target) 
2019/20 

Number of reconstituted Town Steering Groups with 
a wider community representation from each area. 

N/A N/A N/A 1 6 

Date of approved FLAG application for Public realm 
enhancement scheme agreed for harbour area of 
Portavogie 

New Measure 
By 31 
March 2020 

Date of commencement of public realm scheme in 
Portaferry 

New Measure By 31st 
March 2020 

Number of properties funded to tackle vacant 
frontages. 

N/A N/A N/A 11 25  

Date of publication of good practice guide New Measure By 30 June 
2019 

Date of publication of event guidance New Measure 
By 
December 
2019 

% of new businesses provided with advice prior to 
first inspection New Measure 90% 

  

• Introduce environmental health advice service to 
new businesses to include the provision of written 
advice 

• Improved compliance with legislative requirements 
and improved environmental health understanding 
and performance 

How will we know? 
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Improvement Objective 4: Improve efficiency and transparency 
Associated Community Plan Outcome: N/A (Internal) 
Corporate Plan Priority: Performance (Internal) 

Associated Corporate Objective(s):   Be financially responsible; engage, communicate and listen 
to our residents and customers 

Senior Responsible Officer: Director of OD and Administration and Director of Finance 
and Performance 

 
Why have we chosen this?  
 
 
Staff absence impacts on productivity and service delivery.  Where there are high levels of staff engagement it is 
recognised that there tends to be lower absence.  The Council’s People Plan and Organisation Development 
Strategy which is designed to bring about a culture of happier and healthier employees continues to be rolled out 
across the organisation. 
 
The Council is also committed to developing a performance culture and improving transparency 

What are we going to do this year?  (Actions) What difference will it make? (Outcomes) 

• Implement an integrated electronic Human 
Resources, Employee Payments and Time and 
Attendance System. 

 
• Produce a “Reduction in Absence” Plan 

 
 

• Publish The Big Plan Performance Update Reports 
(to incorporate feedback on Performance 
Scorecards). 

 
• Publish Corporate PI’s on the Council website. 

 
 

• Run Resident Panel pilots to inform development of 
a Resident Engagement strategy 

 

• Improve efficiency, reduce duplication, potential for 
errors and reliance on paper-based approaches 

 
 
• Maximise staff attendance, wellbeing and 

productivity 
 
• Raise the profile and transparency of the 

Community Planning results 
 
 
• Raise the profile and transparency of the Council's 

performance 
 
• Involving residents will ensure we deliver services 

people want and that we do it in the right way. 

How will we know? 

 
Measure 

2015/16 
Actual 

2016/17 
Actual 

2017/18 
Actual 

2018/19 
Actual to 
date 

Standard 
(Target) 
2019/20 

Date of implementation of integrated system New Measure 
By 31 
December 
2019 

Date of publication of Council performance updates New measure By 31 
March 2020 

Date of publication of Big Plan performance updates New measure By 31 
March 2020 

Date of Absence Management Plan New Measure By 31 
March 2020 

% staff absence 6.99% 6.48% 7.75% 6.57% 5% 

Number of resident panel pilots New measure 2 

 

 



Page 22 of 46 
 

 

Appendix  2

Consultation Results 
 
We received 29 responses from the online survey and 17 from the participants of 
two focus groups held in Bangor and Newtownards. 
 
The Council wish to thank all of the participants for contributing to this. 
consultation. 

People 

Improvement Objective 1:  Improve how we engage with, and support, all local 
communities to deliver real social benefits. 

Very supportive Supportive Not very supportive Not at all supportive 

40.91% 36.36% 18.18% 4.55% 

On Objective 1 You Said: 

• Community gardens seem like a lovely idea. 
• There is generally a cost for community groups using community centre - it’s puts many 

groups off using it as our local school or after schools let us use the facilities for free. 
• Community Groups are set up for the select few and not for the benefit of the majority. 

Environmental projects are good and have their place.  Is this not the remit of technical 
services already? 

• Supportive but with reservations as the targets are not very stretching - nor is there any 
indication of HOW you are going to encourage people to engage with environmental 
projects.  Also is creating community gardens the only vehicle for this. 

• It is important to enable those throughout the community 
• The wording seems to focus on a revenue driven outcome to use Community Centres as 

opposed to more examples of engaging, communicating & supporting community groups 
and offering competitive rates for centre hire. 

• whilst recording a not very supportive level this is primarily based on my view that the 
setting up of community groups action and its outcome is not sufficiently demanding and is 
illustrated by the low-level target of 28% set for 2019/20. The question is why and how 
setting up user forums will produce the low targeted outcome set; the action should focus 
upon what Council staff led by the Director of Wellbeing will do to make it happen.   
The action, measure and again not a very demanding target to get more people involved in 
environmental projects also needs expanded to show why this is a worthwhile outcome 
rather than as stated like a nice thing to do.  What overall value is it to the community needs 
to be stated in the outcome. 

• In Carrowdore we have little Council representation or support.  This prevails especially 
during the summer with poor council maintenance of green space or plants and flowers, 
also at Christmas time when we have absolutely no tree, no lights no community 
atmosphere. 

• Still no indication how the difficulties around hire costs of venues are to be addressed 
• I see Community Halls as being instrumental in assisting the community in servicing itself in 

terms of running particular services in its own interests, such as wellbeing clinics, parent and 



Page 23 of 46 
 

toddler meetings etc.  However, I'm not sure that setting up of Community User Forums 
goes far enough to encourage people to use council facilities if the real issue is with the cost 
of renting/lack of grant funding.  If this is targeted at getting communities themselves to 
assist in staffing such centres for particular events/classes, then I agree that should be 
encouraged.   
 
I'm also not sure how the Council actually proposes to get people more involved in 
environmental projects - I don't think it should be focussed just on community gardens as an 
outcome - it should be focussed on creating a 'place' which communities will share on a 
neutral basis and be proud of. 

• The emphasis seems to be on increasing utilisation of community halls rather than doing 
what is needed to help communities which might well result in increased use of the halls. 
There seems to be very little co-ordination between the different parts of the Council 
responsible for community halls and for community development. 
 
The Redburn Community Centre in Holywood is a clear example. Some of the Council’s 
community development staff used to be based there which meant that they could open 
and close the hall and there was a presence there should anyone from the community want 
to drop in for any reason such as to enquire about activities there, which they did regularly. 
 
Now the hall is only open for the time an activity has booked it. Also for every use a 
caretaker has to travel from elsewhere to open and close the hall whenever it is booked – 
and the printer/photocopier which was a very useful supplement for many groups (as there 
is no other nearby service for this) has been removed and, despite promises, has yet to be 
replaced. The result is that the hall is a less welcoming and helpful place which hinders 
attempts by the Users’ Forum to increase its use. Also, while the former staff office still 
exists in the hall but is rarely used, the Council has hired new premises to accommodate the 
Community Development staff in Newtownards.  
 
It is simply not consistent for the Council to declare that its aim is to increase community 
use of the hall and thus help to develop the community while it has moved from the hall and 
the area the Community Development staff who helped significantly to do just that. 
 
It is also disingenuous to say “Council has seen a reduction in the level of grants coming into 
these groups” when it is the Council which has reduced the grants and also insists on 
awarding grants based not on need but on ability to fill in grant application forms in the way 
the Council requires. 

Your suggestions of other things Council should be doing under the People theme: 

• More outdoor gyms in our towns and villages 
• Much more mental health help/ training for businesses and residents locally.  

Better bus service in Carrowdore to Bangor (at the minute the journey takes over an hour as 
has to go through Newtownards) 
Our village plan was supported but absolutely nothing has come out of it so far - it is 
disheartening when the council advised they would be doing this with backing of community - 
it seems another pointless waste of money - like the signage for the villages !!! 

• Ensuring that there are sufficient opportunities for young teens to make use of facilities like the 
sailing clubs, golf clubs through starter/learner programs and by providing access to activity-
based opportunities like skateboard parks to help manage / reduce levels of anti-social 
behaviour. 
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• I believe having community events like craft fairs and Christmas fares bring people out of their 
homes and build communities 

• Absolutely, utilise the community centres to engage with communities and give people a real 
role in contributing to how the council runs - it’s all very well having elected representatives 
but only if they are actually speaking for the people and not simply there for the money or just 
to say they are a ‘councillor’. 

• Associated Community Plan Outcome 2 is “All people in Ards and North Down ....” However, if 
the objective is to engage with community groups then it will not reach “all people”.  
Should the Council not be consulting with rate payers in particular, with regard to potential 
council projects, encouraging more community projects to be funded from rates, seeking 
suggestions from all people as to what they would like to see in their towns? More community 
involvement rather than council decisions! 

• Yes, as outdoor space and gardening are good for mental health the council should approve 
urban gardening (gardening in public spaces) this would also help with the look of the town as 
the grass beds and the roundabout at post office in Bangor are unsightly, dull and boring.  This 
is only one area that would benefit. 

• I would welcome an action, especially against the background of a very split political 
background, to show what the Council and its staff is doing to bring people together. This 
would require setting baselines to show how communities engage across the borough at 
present and then actions, measures and targets to promote community cohesion.  This would 
show that the Council is working to address the perception that there is a them (Ards) and us 
(North Down) split in the council chamber and show its residents that it is trying to work as one 
group. 

• Elected Councillors should be put in charge to serve equally the Peninsula villages and not just 
the Village they reside in. Bias is prevalent and notable. 

• Be inclusive of all areas in North Down. 
• Whilst it is useful to involve and take lead from community groups it is essential that a way for 

individuals to be kept in the consultative loop and informed on how their thoughts and 
concerns are incorporated 

• End the ards bias... Bangor needs improving too 
• I think we could target making residents more 'active' - the 'use' of community centres and to a 

certain extent leisure facilities would also involve sedentary activities ... whilst I am all for full 
use of facilities could we perhaps subsidise or provide a lower booking rate for activities which 
involve or encourage some form of physical activity? 

• encouragement of people to become more involved in community work/development 
• More links to the work in community planning such as social isolation, community 

resuscitation, etc which have been flagged as key priorities under the Big Plan 
• Potentially encourage working with the community to develop public art (in form of good 

graffiti type schemes, or murals) on blank walls which would go far to create an interesting 
focal point and assist in alleviating bad graffiti or uninteresting blank walls/gables 

• I support the idea of community user forums to encourage the use of community centres.  
These health and wellbeing objectives are mirrored with the Local Development Plan. I think it 
may be of use to try to encourage older residents to partake in activities in community halls to 
help to reduce social isolation, particularly in the more rural parts of the Borough. 

• We suggest improvement to public consultation practice. The original two-week period for 
consultation on this document was wholly inadequate. While the additional week was 
welcome, good practice would be to provide at least eight weeks for responses. This is 
important when seeking responses from community groups who often meet monthly and 
cannot respond in tight timeframes. 
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What we are doing: 

• Outdoor Gyms/activities for teenagers - The Council’s Peace IV Partnership is set to deliver 
projects that will transform and create shared spaces in Comber, Holywood, Portaferry and 
Portavogie.  Wheelparks are planned for Comber and Portavogie with family kickabout areas 
in Holywood and Comber to be created as well. Outdoor gym equipment is proposed in 
Portavogie and Portaferry is to get a walking trail. Landscaping and footpaths will also 
feature in the proposals. 

• Mental Health – Council Environmental Health and Economic Development Services 
collaborate to deliver the Mind, Body Business Programme.  This programme provides 
health checks for businesses, CPR training, personal resilience training, Mindful Manager’s 
course designed to alert managers to the signs of stress and how to manage stress.  
Regarding programmes for the public the Lead for Mental Health is the South Eastern 
Health & Social Care Trust, however, Council through their Community Plan act as a partner 
and disseminate information by the Trust as and when required.  In September 2019 under 
the umbrella of Community Planning a Working Group is to be established to review how all 
partners can further support the Health Trust in this. 

• Council are considering offering Sports Development and Environmental Health support to 
the SPORTS (Suicide Prevention Offering Recovery Through Sport) initiative. 

• Recognising the role events play in involving communities, groups and individuals as well as 
attracting visitors to the borough the Council is currently drafting an Events Strategy for the 
borough and is in the process of holding sector workshops.  It is expected that the Events 
Strategy will be published in late Autumn 2019.  

• Council is considering the introduction of a Participatory Budgeting Scheme this will be 
delivered through the Council’s Community Planning partners and funding through the 
Council’s Recycling Community Investment Fund.   

• Eight Village Plans have been reviewed and updated and shared with the community groups 
for Carrowdore, Killinchy, Lisbane and Lisbarnett, Portavogie, Cloughey, Helen’s Bay and 
Crawfordsburn, Ballygowan and Groomsport.   A launch event will be organised to 
acknowledge the updating and review of the eight Village Plans in due course. 

• Council are keen to work in partnership with an organised group in Carrowdore, if 
individuals come forward, on the proposed Environmental Improvement Scheme.  An 
associated action has been added to this objective. 

• Following the initial meeting in November 2018 with the consultants and nominated 
representatives from each village the Village Signage Scheme is currently being finalised 
with designs for each village and a report will be presented to Council in due course. 

• Council participate in the Every Body Active 2020 programme which is a four-year lottery 
funded programme that aims to get people more active more often through sport and 
physical activity.  Details of the programme can be found at 
https://www.leisureardsandnorthdown.com/sports-development/sport-ni-every-body-
active-2020-programmes  

• A Youth Council established in February 2019 through PEACE IV funding aims to work with 
young people aged 12-24 years to enable them to become more active citizens to develop a 
more shared and cohesive society through a targeted programme with two elements. 
Firstly, a cross community and cross border youth voice programme linked to the creation of 
8 cross community youth forums which will connect to the emerging Youth Council for the 
area. The second element is a mentoring and peer leadership programme working with 
youth mentors and champions recruited from areas where the visible manifestations of 
conflict are more pronounced aimed at building greater awareness of cultural diversity and 
cohesion among young people. 

https://www.leisureardsandnorthdown.com/sports-development/sport-ni-every-body-active-2020-programmes
https://www.leisureardsandnorthdown.com/sports-development/sport-ni-every-body-active-2020-programmes
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• Following a review of the Community Development Services it was agreed that in order to 
provide enhanced service provision the Community Development teams would be co-
located alongside other teams in the Service (Good Relations, PEACE IV, Policing and 
Community Safety).  As we provide Community Services across the Borough, from Holywood 
to Portaferry, the decision was made that the teams would be based in Council offices in 
Newtownards enabling easy access to all of the Councils community halls to meet with and 
support communities.  The revised model allows Caretakers to remain on site to assist users 
where required. 

• In the 2018/19 year grant funding to communities excluding PEACE IV funding amounted to 
£1,064,800, for the 2019/20 year the amount of funds set aside for grants amounts to 
£1,323,000 an increase of approximately 24% on the previous year. 

• Council acknowledge that the Consultation/Engagement period on the Performance 
Improvement Plan was shorter than normal and have added an associated action regarding 
“…. development of a Resident Engagement strategy” to Improvement Objective 4 to assist 
in addressing this.   

What we can’t do: 

• Bus routes are the responsibility of Translink. 
  

consultation. 
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PLACE 

Improvement Objective 2:  Improve street cleansing and recycling rates from 
HRC’s and commercial customers 

Very supportive Supportive Not very supportive Not at all supportive 

45.45% 45.45% 4.55% 4.55% 

On Objective 2 You Said: 

• Not sure I want the "eyes and ears of the Council" on me when I’m out and about minding my 
own business! 

• Your waste recycling centres need to be open longer and enlarged so that downtime is 
minimised when skips have to be emptied.  The staff should be encouraged to assist and 
educate users where to place recycle waste 

• I do think the Council are doing a great job at encouraging recycling - however I am 
challenged to link the measures here with the actions.  Also, the actions are a bit bland and 
they don’t actually say what you are going to do - pity as this is an area that can really make a 
difference. 

• Although this is not the only indicators that can be used for this topic, it is a very tangible and 
well recognised one that people should be able to connect with. 

• Supportive action re wardens but only for Town Centre. Unfortunately, many of our people 
would appear to require educating in town pride based on the amount of litter, graffiti & dog 
fouling. Areas of particular note such as Seacliff road, Ballyholme, coastal path etc perhaps 
need more monitoring. 

• I agree with more street cleaning and town warden.  However, introduce more street public 
bins, make these triple bins so if I buy a sandwich and not eat it I can throw it in the green 
section and the packaging in the blue section.  Make recycling optional everywhere.  Plus I'm 
beyond fed up of unemployed bins at Ballyholme beach and bags of dog poo lying all around 
bin. 

• Are there any specific commercial organisations needing specific targeting it would be useful 
if the measure could show where the main trust of the council staffs' time needs to be 
deployed. The target should be set in context to let residents and the business community 
know what  the total population is this will show how much has been done over time  and  
what needs to be done, It will also give a sense of how stretching the targets are. 
What targets are set to show the benefits of the introduction of more Town Centre wardens. 
Resource costs paid by residents need to be SMARTER I want to know what I get for my 
money. 
Sweeping staff resource costs again I want to know the targets associated with this cost 

• A road cleaner comes into Castle Cottage Close once in a blue moon and cleans only the left-
hand side of the development. The right-hand side is now substantially weeded and 
neglected and as a disabled resident I continue to work and pay my rates as everyone else 
does but fail to receive the service in road cleaning I believe I am entitled to as a rate payer. I 
am physically disabled and saddened this service is my council worker choice excluding in and 
around my property. 

• The binmen need to make sure that if they spill rubbish, they must pick it up.  In some areas 
they leave it behind, and we never see a litter picker. 

• On street cleansing it is important to have this on a 7-day pattern but also that start times 
reflect the importance of having Town Centres cleaned and dressed before movement of 
public in the early morning. Also, a late afternoon sweep around to leave the streets ready 
and clean for the night economy users 
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• Still no word on how commercial vehicles can bring household waste to centres - should not 
be turned away just because it is a van! 
Need also to consider how goods that are dumped that may be capable of being reused or 
upcycled by someone else can be designated as such eg furniture, bikes 

• Despite the blurb, I as a resident of the Borough have not had any experience of streets 
looking unclean.  I am encouraged to recycle as being an employee of the Council, however I 
think more needs to be done to promote the savings that recycling results in, whether 
through visiting schools etc. (although probably already undertaken), but look at ways of 
encouraging communities to assist themselves by seeing opportunities to create positive 
places through use of monies from the Recycling Community Investment Fund, and promote 
this fund accordingly. 

• Cleanliness of the Borough has widespread implications. For example making the Borough 
more appealing to visitors, more appealing to investors etc. 

• It needs to be clarified how and where the Town centre wardens will operate ie in which 
locations and when though this is welcome in principle. 

Your suggestions of other things Council should be doing under the Place theme: 

• Allow residents annual van passes for the HRCs rather than the three day wait period.  Even if 
it was a 12 visit annual pass issued, I feel this would go some way to mitigating the anger felt 
by many residents.  Feel the current system is discriminatory....and I don’t even own a van!  If 
you want to encourage people to use the HRCs, and use them properly, don't alienate 
people. 

• For Carrowdore work alongside housing executive so all of the grass is cut in one go rather 
than half the areas long and half the areas cut.  
Bus shelter for Glastry students 
More bins  
More planting of trees etc - those that came down in the storms have not been replaced  
Clean Carrowdore park - some work has been done but it is still full of graffiti 

• Continued education for the need for reduce/reuse and perhaps something that inspires 
community involvement in removing litter / plastic from our beaches.  They are a great asset 
and we should take care to try and keep them and the surrounding water plastic free. 

• Keep the roads department under severe pressure to maintain and upgrade the road 
infrastructure 

• Higher profile education - appreciate a lot may be being done but where is the publicity - tell 
us what you are going to do, tell us what you do and then tell us what you have done!  There 
is a theme here and that is talk to your residents. 

• Far more ability to monitor dog fouling, with stricter penalties 
• Open recycling centres on Public Holidays and Sunday’s. 
• Greater clarity through Actions measures and associated targets would be welcome to 

demonstrate how the Council is meeting its commitment to reduce single-use plastic. Being 
high on peoples radar the Council has missed an opportunity to show its residents how well it 
is making a stand. 

• Providing dog poo bins along the Main Street in Carrowdore as well as in many other villages 
along with increased dog warden activity and fining of persistent stray dogs and those people 
in the village to fail to pick up after their dog.  This is a huge problem on the Peninsula in 
general. Carrowdore dog noise pollution is atrocious with many irresponsible dog owners 
who leave dog out all day and night howling. Half the dogs in the village we believe are not 
even licensed.  
More use of the Carrowdore Community Centre by Council services to be approachable and 
used by the council or enabling and encourage local involvement and community accessible 
services 
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• It is essential that waste bins are regularly emptied. Too often these are overflowing and 
hence useless for keeping our street clean. 

• Ensure more recycling receptacles available in public places eg parks, playgrounds, etc and 
not just bins 

• The reduction in waste, in particular single use plastic is a worldwide issue at present and our 
Borough should promote sustainable alternatives wherever possible. 

What we are doing: 

• The Council is aware that several of the smaller HRC sites are no longer fit for purpose in 
terms of space and will be reviewing their strategy in relation to HRC provision and location. 
There are a number of planning, licensing and land issues that will have to be considered as 
part of the strategy, as well as probable objections from residents living in close proximity to 
existing sites. The strategy will also cover opening hours, with the possibility of staggered 
opening across a number of sites to provide additional opening times, without additional 
manning costs.  

• Bus Shelter: Council is currently reviewing its Bus Shelter Policy and to start the process 
would welcome a Group it could liaise with to move this forward.   An associated action has 
been added to Objective 1 to establish, in partnership, such a group. 

• Council have recently met with the Housing Executive and discussed their proposed scheme 
for Carrowdore, again further progress could be made if there was an organised group to 
liaise with. 

• Council have recently tendered for the redevelopment of the play area at Main Street, 
Carrowdore – it is expected this work will be carried out during the 2019/2020 financial 
year. 

• The recycling of commercial waste has lagged significantly below the household waste 
recycling rate. The new measures are aimed at addressing this, similarly the Council’s 
recycling rate at the HRCs has lagged below other NI councils and the control measures 
introduced are aimed at curbing misuse and improving recycling. 

• The Council has reviewed the use of triple bins as suggested for recycling “on the go”. 
Feedback from other councils is mixed with contamination a major issue, as the public do 
not always read or identify what the sections are for. There is also the added requirement 
for separate collection vehicles to service the bins. 

• Waste data is reported quarterly through Waste dataflow and this can be viewed by the 
public. Borough cleanliness surveys including town centres are independently surveyed by 
Keep NI Beautiful quarterly and the recorded Cleanliness Index is a direct measure of 
cleanliness standards. 

• The presence of parked cars restricted the ability to mechanically sweep the area.  
• The Refuse Collection crews are expected to report in spillages so these can be addressed.  

However, spillages sometimes occur due to residents overfilling their bins or where bins are 
defective – in which case we can replace bins on request.  

• The opening of HRC’s during Public Holidays and Sunday’s will be considered in the new 
strategy.  Currently Bangor and Holywood HRC’s open on Sundays. 

• Council has, for some time encouraged that all available litter bins should be used for 
depositing bagged dog waste, rather than having separate dog waste bins 

• Council has made a commitment to integrating sustainability throughout our operations and 
this commitment is underpinned by our Sustainability and Environmental Policy.  To deliver 
against this commitment the Council will: 

o Monitor and manage our own use of natural resources as an organisation, as well as 
championing sustainability as a community leader; 

o Consider the sustainability impact and environmental risks of all new policies and 
activities; 
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o Regularly report on progress in delivering our sustainability and environmental 
programmes; 

o Ensure that Council Officers and Elected Members are regularly briefed on 
sustainability issues and environmental policies and practices; and 

o Require contractors and others operating on our behalf to uphold the same 
sustainability and environmental standards. 

• Council is committed to our StAND for Sustainability and supporting the global movement to 
reduce plastic waste.  To support this a “Join the Refillution” campaign is being rolled out 
across the UK on 19 June and we are encouraging everyone to refill a reusable bottle with 
water from the tap.  All Council buildings will become Refill locations as well as several local 
businesses throughout the borough.  More information will be published on the Council’s 
website over the coming weeks. 

• Examples of projects and activities Council is undertaking to promote sustainable 
consumption and production are: 

o Internal Waste Management Strategy has a catering commitment to no single-use 
plastic 

o Partnership engagement with Fair Trade 
o £9.2 million total reduction in waste management bill 
o Compostable straw project for local catering businesses 
o Commitment to becoming a “Refillution Borough” in partnership with NI Water to 

help eliminate single use plastic water bottle wastage/pollution 
o Implementation of fully comprehensive business and schools waste recycling service 
o Expanded range of recycled materials at our HRCs 
o Development of the green tourism agenda within tourism related businesses 
o Environmental Management Systems (accreditation) 

What we can’t do: 

• Control of weed growth is the responsibility of Department for Infrastructure (Roads).   
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Prosperity 

Improvement Objective 3:  Deliver projects that will create attractive areas that 
people will want to live, work, visit and invest in. 

Very supportive Supportive Not very 
supportive 

Not at all 
supportive 

Not answered 

31.82% 40.91% 4.55% 18.18% 4.55% 

On Objective 3 You Said: 

• No more square trees please in public realms, they look daft. 
• Support the re-development of Flagship and Queens Parade as the town is falling behind 

others in NI. 
• The principal of this is good but not sure it should be in this plan.  The measures are woeful as 

they are too loose - things in place by 2020. 
• I think it is important that sustainable practices form part of the agenda throughout this 

topic. 
• I am only commenting on Bangor. Unfortunately, no words in the objectives could even start 

to improve the current situation in the town centre! Need to address commercial rates 
holidays or work with landlords to offer incentives to attract businesses to Bangor. Until that 
happens, we are heading for a ghost town! No objective will therefore be met in relation to 
people wanting to live, work or invest in. 

• Lol dare I say Flagship and Queens Parade Bangor!!Flagship entertainment centre with 
bowling alley, reopen fast food outlets upstairs, have 20p machines, game machines, ride one 
for little children and virtual reality simulators etc for teens.  Think Barry's on a smaller 
scale!!Reopen the multi storey car park. 

• Overall observation is that the Actions seem to be very "former Ards Council" biased. 
With most of the measures I ask the question are these measures really measure. I want to 
know why they have been chosen what exactly will they deliver and how do all people benefit 
from their delivery, 
The targets need to be more specific to the delivery of the outcomes and not just end dates 
etc.  
Publications and Systems are only the means to the end let us know what you hope to 
achieve with them eg what is the uptake in their use, how are they complied with  what 
improvements are there in process times, quality of build and satisfaction from residents and 
visitors 

• Why is every plan about Portavogie and Portaferry?  All the villages pay rates, work, 
contribute and pay taxes. Greyabbey is a tidy and prosperous village but has flowers and is 
welcoming. Carrowdore and Millisle have nothing in comparison and delegation of funding 
and councillor ignorance and bias is continually prevalent. 

• Why should the ratepayer in North Down pay for Ards and the peninsula? 
• The points made in the Environment section above need to compliment what is being 

proposed in regeneration. 
• Continue assistance for local businesses 
• Ensure departments talk to each other to maximise opportunities for joined up working 
• Whilst agreeing that a revitalisation scheme for vacant properties is useful as a sticking 

plaster for tackling such dereliction/vacancies, the Council should look at investing in some 
such properties either by purchase or private/public partnership to invest in for future use as 
flexible working spaces, or start up units where these are located within the town centres. 
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I agree with the need for an Event Booking Protocol to ensure consistency across the board 
regardless of size of event or who is applying, so as to protect the reputation of the Council 

• I fully support and encourage the Preparation of A Good Practice Guide to try and encourage 
applicants/agents to front load the system more to assist planners in carrying out duties. This 
in turn will have a knock-on affect in terms of a more efficient planning service with speedier 
decisions. All helping to make the Borough more attractive to investors. 

Your suggestions of other things Council should be doing under the Prosperity theme: 

• "Enhance the Town Placemaking activities by continuing reconstituting each Town Steering 
group to be more inclusive and representative to engage in placemaking activity." 
Communicate more clearly when asking people to fill in surveys.....I found this difficult to 
understand and I work in the Council. 

• Involve local people in serious discussion meetings to seek input for ideas/ potential solutions 
etc to improve our towns before putting words on a page which mean nothing & are totally 
unachievable year on year. 

• Support our Grammar School network as education provides opportunity and wealth. 
• Aim to improve Bangor town centre. Encourage local businesses and tackle the issue of high 

rates within the town in comparison with Ards and the peninsula. 
• The council should be seeking to revitalise our town centres, be that as towns that are not 

geared towards shopping - as clearly we can’t sustain shops as our culture has changed - 
accept that and don’t try to make them shopping towns - enhance the cafe culture that is 
successful.  Lobby for a reduction in rates for businesses.  Appoint a Town Centre guru.  Really 
look at what is happening in the Borough - Bangor is a dormitory Town you just need to look 
at the Translink car parks to realise that.  Try to turn that curve. 

• More facilities for teenagers to hang out without causing annoyance 
• Involve local people in serious discussion meetings to seek input for ideas/ potential solutions 

etc to improve our towns before putting words on a page which mean nothing & are totally 
unachievable year on year. 

• In Bangor rate reliefs for retailers for 5 years, limit the amount of coffee shops and charity 
shops in centre of town, encourage independent retailers back.  Apply the same techniques 
Ards does for its town centre!! 

• Encouraging youth care for their communities. Pay youths over the summer or have a 
volunteer scheme to teach them horticulture, environmental care and community 
involvement and inclusion. It's grim on Christmas day just how many elderly in Ards and 
North Down have no-one and no family to even make them Christmas dinner.  Bring back 
taking care of our elderly in our community and respect for the elderly will follow. 

• Extend it to cover Bangor 
• Reduce rates in Bangor’s Main Street, get the flagship shopping centre going again 
• need to link economy to health 
• What we are doing: 
• Bangor Waterfront – The Council proposes to regenerate Bangor Waterfront under the 

recently approved Belfast Region City Deal. This project will now progress to the next stage, 
to include the development of a Masterplan for approximately 2 miles of the seafront, plus a 
Business Case to fully secure funding. 

• Queens Parade – The Council has partnered with the Department for Communities to appoint 
a Developer for Queens Parade. This scheme envisages a £50 million investment in Bangor 
and will generate new jobs, new shops, new offices and new homes. It will also compliment 
any wider redevelopment of Bangor Waterfront. 

• Published our Preferred Options Paper on local planning policy, for consultation, as we work 
towards delivering a Local Development Plan  that will apply regional policies at the local level 
and inform the general public, statutory authorities, developers and other interested bodies 
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of the policy framework and land use proposals that will guide development decisions within 
the borough. 

What we can’t do: 

• The Department of Education and the Education Authority are responsible for schools. 
• Land and Property Services are responsible for rates.  A major review of the business rates 

system in Northern Ireland was recently announced.  It should be noted that a reduction in 
overall rates income may also have an impact on public services. 
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Performance 

Improvement Objective 4: Improve efficiency, effectiveness and transparency 

Very supportive Supportive Not very supportive Not at all supportive 

31.82% 50.00% 13.64% 4.55% 

On Objective 4 You Said: 

• Not particularly relevant to the resident 
• This is a qualified supportive as these should actually be two separate objectives.  The first 

two actions are internal the second two external.  Personally, I don’t care about the internals 
as they are really things the council should be doing anyway.  However, the external actions I 
am supportive of to give more transparency around how the council is performing. 

• It’s important with the absence plan that there is consistency throughout the council.  If the 
policy is not being used properly then those not using the policy should be held accountable. 

• Associated Corporate Objective(s): 
Be financially responsible; engage, communicate and listen to our residents and customers.  
This is essential but has rarely happened!! Residents need to be listened to and unfortunately 
this does not happen. Our council should offer public meetings at least once a year to discuss 
matters which affect residents & also to seek residents’ input/ideas etc to improve our town. 
Those that are genuinely interested in our town will be glad to participate. Perhaps the 
Council could consider a trial of a residents’ workshop? 

• Coming from a Business improvement background I would welcome the Improvement 
Objective expanded to become Improve Efficiency Effectiveness and transparency.  
Again under this objective there are too many targets related to the end dates for processes' 
Each of the outcomes need SMART targets to show for example: what the  integrated 
electronic HR systems will deliver in percentage increases in improved Efficiency, reductions 
targeted for reduced duplication by end of 2019/20. 
Regarding the Big Plan it would have been beneficial to have access to the Performance 
Scorecards along with the other online Corporate Documents to see how monitoring and 
feedback is communicated. 
Regarding the Publication of the Corporate PI's on the website a target would be helpful to 
show residents transparency will be raised in percentage terms of what it is now or in the 
number of hits on the website. 

• Staff absenteeism should be made public. We pay the wages. Sick schemes should be looked 
at as many seem very extravagant and excessively generously supported by the taxpayer in 
line with private sector. 

• It is important the public are kept well informed of Big Plan objectives reached or the efforts 
being made. The integrated approach from the partners and what this is achieving 

• Helping and developing staff is important for a professional service for the council 
• staff absence should not be the only focus - what about staff satisfaction? 
• Measuring presentism is not a true indicator 
• I welcome the introduction of a system which will incorporate a range of tasks which are 

currently carried out via numerous platforms - this will assist staff and make management 
easier.  I am unclear as to what a 'Reduction in Absence' Plan might involve but am 
supportive if this assists in encouraging people to stay in work, and assist staff in dealing with 
problems, both in and outside of work. 
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I support the Big Plan Update Reports as keeps people on board with what is happening and 
progress being made. 

• The absence hitherto of an absence management plan is clearly a lacuna. 

Your suggestions of other things Council should be doing under the Performance theme: 

• Openness and transparency by publishing statistics on a monthly basis online 
• Publicising what are Council services as opposed to what are services provided by Central 

Government better. There is great public confusion around this. 
• Consider the opinions of the residents much more. Considering the amount of rates being 

collected, the residents should be given an input in a least a small portion of rates spending 
each year.  For example, a percentage amount could be earmarked each year for a project to 
be voted on by residents. 

• Yes, I seen 6 gardeners attending the 3 small flower beds on Donaghadee Road.  Really 
unnecessary waste of funds, time and manpower 2 would have been more than capable to 
weed it.  The other 4 could have been cutting the grass verges along ring road so people 
could safely see to turn right into Robinsons road Bangor. 

• I would welcome actions measures and targets to demonstrate how the Council and its staff 
plan to engage, communicate and listen to its residents and customers.  
How residents and customers feedback is the best means for Council to know if it is 
developing and delivering the most economical, efficient and effective services. 
this would also demonstrate how Council is improving transparency and is working for the 
people it serves 

• More Management need to be held responsible for spending and failings in their areas. Public 
transparency and quarterly reporting to the public on spending, planning and more 
community say, and involvement MUST take place. 

What we are doing: 

• The current reporting period for Performance Management is quarterly in June, September, 
December and March of each year – one quarter in arrears.  In this first year of publishing our 
performance statistics we intend to follow that pattern.  This will, however, be kept under 
review.   

• Each year in the Performance Improvement Plan we publish a list of services we provide to 
assist ratepayers to direct their queries to the correct authority.  The Borough Magazine that 
is issued twice a year also highlights useful numbers for some common services that are not 
carried out by Council. 

• Council is considering the introduction of a Participatory Budgeting Scheme this will be 
delivered through the Council’s Community Planning partners and funding through the 
Council’s Recycling Community Investment Fund.   

• During the summer of 2018 Council carried out a Resident Survey and sought respondents’ 
views on how they wish to engage with Council.  This information together with Consultation 
on the Performance Improvement Plan and from our Your Opinion Matters campaign will be 
used to inform our Corporate Plan 2020-2024.   

• Resident engagement:  An associated action has been added to this objective. 
• Implementation of Integrated systems: As implementation is scheduled to take place in 

Quarter 3 of 2019/20, we will seek to embed the system and evaluate and drive efficiencies 
from year 2 (2020/21) onwards. 

What we can’t do: 

• Cutting of roadside verges is the responsibility of Department of Infrastructure. 
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The following are the Key Findings from the two focus groups: 

Improvement Objective 1:  Improve how we engage with, and support, all local communities to 
deliver real social benefits. 
All residents in the focus groups were supportive of the council’s proposed service improvement 
actions under the theme of ‘people’, with community user forums identified as the most important 
service improvement action by 41% of residents, the cross community schools programme by 34% 
and environmental projects by 25% of residents; 
 
Improvement Objective 2:  Improve street cleansing and recycling rates from HRC’s and 
commercial customers 
88% were supportive of the council’s proposed service improvement actions under the theme of 
‘place’, with new approaches at HRCs to increase the recycling rate identified as the most important 
action by 47%, a revised commercial waste collection service by 35%, the introduction of town 
centre wardens by 12%, and increased availability of street sweeping staff identified to be the most 
important action by 6% of residents; 
 
Improvement Objective 3:  Deliver projects that will create attractive areas that people will want 
to live, work, visit and invest in. 
77% were supportive of the council’s proposed service improvement actions under the theme of 
‘prosperity’, with more inclusive / representative Town Steering groups deemed to be the most 
important service improvement action by 65% of residents, the Portaferry public realm scheme by 
18%, the Portavogie Harbour public realm scheme by 12%, and environmental health advice for new 
businesses by 5%; 
 
Improvement Objective 4:  Improve efficiency and transparency 
71% were supportive of the council’s proposed service improvement actions under the theme of 
‘performance’, with most (59%) saying that publication of the council’s ‘Big Plan’ performance 
reports is most important.  Twenty-four percent said that publication of corporate performance PIs 
on the Council website is most important, 17% believed the Absence Management Plan is most 
important, with none saying the integrated electronic HR system is most important.   
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We asked respondents “What alternative improvement objectives and actions would 
you suggest?”, the following responses were received: 

You said….. 
• Increase the street pavement washing schedule. 
• Improved consultation with residents. 
• More bins to dispose of dog waste in public. 
• The reintroduction of a fully operational PSNI station in Bangor. 
• Upgrade of the Ballyholme esplanade to improve safety and to make the area more 

appealing. 
• Have a resident panel 
• Engage and involve younger people 
• I think some additional sustainability objects should be included in line with the sustainable 

development goals. 
• Need to include more emphasis on improving the state of Bangor town centre and on the 

inclusion of residents’ opinions through proper forums/ working groups etc. Perhaps this is 
something that our newly elected councillors will consider and hopefully introduce some new 
approaches and innovative ideas into the approach to managing our town. 

• Plan more open-air events in Ward Park, make use of this space.  Why does the big wheel end 
in July, plan attractions for the whole of the summer holidays!!! 

• We would suggest improvement objectives on environmental performance. The Council has 
declared a Climate Emergency and we are also experiencing a biodiversity crisis. We suggest 
improvement objectives are developed in both these areas. For example: 

• Reduce energy use in Council buildings 
• Reduce fossil fuel use in Council activities 
• Increase proportion of renewable energy used 
• Cut greenhouse gas emissions from all council activities 
• Improve biodiversity on Council land and other public land in borough with 

Community Planning partners 
We will do/are doing….. 

• Following the consultation exercise on the Performance Improvement Plan 2019/20 we 
recognise from the responses that there is an appetite for further engagement between 
residents and Council and we have therefore added the following action for the 2019-20 year: 

o Run Resident Panel pilots to inform development of a Resident Engagement strategy 
• A Youth Council was established in February 2019 through PEACE IV funding aims to work 

with young people aged 12-24 years to enable them to become more active citizens to 
develop a more shared and cohesive society through a targeted programme with two 
elements.  (1) a cross community and cross border youth voice programme linked to the 
creation of 8 cross community youth forums that will connect to the emerging Youth Council 
for the area, and (2) a mentoring and peer leadership programme working with youth 
mentors and champions recruited from areas where the visible manifestations of conflict are 
more pronounced aimed at building greater awareness of cultural diversity and cohesion 
among young people. 

• Regeneration: Council is undertaking the following actions: 
o Following a successful bid for funding under the Belfast Region City Deal, Council 

proposes to regenerate Bangor Waterfront.  This project will now progress to the 
next stage, to include the development of a Masterplan for approximately 2 miles of 
the seafront, plus a Business Case to fully secure funding. 

o Queens Parade – Council has partnered with the Department for Communities to 
appoint a Developer for Queens Parade. This scheme envisages a £50 million 
investment in Bangor and will generate new jobs, new shops, new offices and new 
homes. It will also compliment any wider redevelopment of Bangor Waterfront. 



 

Page 38 of 46 
 

o We have published our Preferred Options Paper on local planning policy, for 
consultation, as we work towards delivering a Local Development Plan. 

• Council is currently developing a Borough Events Strategy and will be consulting with 
stakeholders on this. 

• Council is actively undertaking the following Biodiversity projects on its lands: 
o Re-wilding of areas within existing parks and open spaces, with plans to bring 

additional areas in late 2019 and into 2020. 
o Council have signed as a partner to the All-Ireland Pollinator Plan, promising to 

increase pollinator friendly planting throughout the Borough 
o Council continue to work with community groups/forums to encourage 

biodiversity awareness.  Holywood Shared Town recently wildflower planted 
an area at Seapark, Holywood. 

o Council are in the process of producing a biodiversity guide for residents 
covering areas such as wildlife gardens, community involvement, etc. 

• Electricity supplied to the Council is 100% renewable green energy. 
• Council is working towards development and implementation of a comprehensive Sustainable 

Energy Management Strategy and Action Plan and it is expected a preliminary report will be 
reported to the Environment Committee in September. 

• Council has undertaken a Fleet Rationalisation Review and will be looking to develop a Low 
Carbon Fleet Strategy and Action Plan which will look at issues such as deployment of electric 
powered service vehicles. 

What we can’t do 
• The Department of Justice are responsible matters relating to the PSNI.  
• Where Council land is used by third parties for attractions/events, it is at the discretion of the 

requestor how long they wish to remain at the site.  
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We asked respondents “If there was one single thing you would like to see the 
Council improving on what would this be?”, the following responses, which have 
been organised under the Council’s corporate themes, were received: 

You said….. 
People 

 
• Making unemployed residents take compulsory public service duties caring 

for their town or village including growing, planting and caring for their 
environment and residential area/village/town in which they live. 
Compulsory service to be able to get their benefits which gives them 
experience to go on and into service their communities in the future. We 
know 4 boys under 20 who spent 3 years at Tech serving an apprenticeship 
and they can't even hammer a nail in and won’t work, lie in their beds all 
day instead of working and are laughing at the system how easy it is to 
apply for jobs online and get jobseekers 

• The public be better informed of decisions made and major decisions on the 
horizon 

Place 
 

• Bus shelter at Glastry College bus stop in Carrowdore - use the 5K for 
improving vacant properties for this in Carrowdore!! 

• … but for council directly, dog fouling 
• … the seafront development in Bangor 
• Regeneration of the town centre - Flagship and Queens Parade. 
• Cycling and walking paths 
• Making sure Bangor’s marina and surrounding areas get redeveloped 
• Queens Parade … it’s time. 
• Urban and Rural Regeneration specifically Rural  

Leisure Services including Parks and Cemeteries 
Prosperity 
 

• Tourism. The council needs to improve on the town festivals/events etc in 
order to attract tourism. A town the size of Bangor should have events and 
festivals running all year round. We have plenty of spaces & venues but 
rather than the same old family days year in year out, we need some 
creative thinking. Make our town known for something as the likes of 
Hillsborough has done with the Oyster Festival, or Derry Jazz Festival. These 
are only a couple of examples but Both towns attract serious numbers of 
people every year. There are so many things that Bangor could be doing if 
we all got together and open the discussion! 

• Diversity of job creation within the borough - things that are appropriate for 
graduate level and above, jobs not just in retail and healthcare. Too many 
borough residents have to commute significantly (ie Belfast and beyond) in 
order to get work. 

• more encouragement/incentives for businesses coming to the town. 
• Support for business 
• The economy of the Borough. 
• Pushing Bangor forward to be more cosmopolitan and modern given its size 

and seaside location.  It's shrank not grown last 10years due to committee 
meetings for committee meetings all talk no action. 

Performance 
 

• Reduce employee sick absence 
• Breaking down silos between various Service Units, to enable better 

working together and reduction in duplication of efforts, or frustration to 
our customers. 

• Environmental Health, they need to follow up on complaints and stop sitting 
behind desks. 
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• Developing a more coherent and cohesive Council which breaks down the 
previous Ards and North Down them and us perception by residents. 

• To dispel the myth that Ards gets more than Bangor and vice Versa 
• Influencing Central Gov to improve the general infrastructure (roads, 

pavements etc). 
We will do/are doing….. 

• Some of the improvement ideas suggested above will be dealt with under this Performance 
Improvement Plan or are already being worked on (as highlighted in the “What we are 
doing” sections above),  all other suggestions will be considered while we are developing 
the new Corporate Plan 2020-2024. 

What we can’t do 
• Welfare Policy is the responsibility of the Department for Communities. 
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Appendix   3 

Specified aspects of improvement (as defined in Section 86 Local 
Government Act 2014) 

 

1. Strategic effectiveness, is key to linking the community plan (or corporate 
plan, in the absence of a community plan), and the ongoing processes that 
underpin it, with a council’s improvement processes. The Department would 
expect that a council’s community planning outcomes and objectives should be 
central to that council’s improvement activity.  In doing this, councils should be 
able to develop a clear narrative around their plans for improvement that will 
resonate with the citizens and communities that they serve. 
 
Strategic effectiveness is likely to be a key focus for a council’s performance 
improvement activity, and the Department acknowledges that councils will 
require time to build the required consensus to establish their community plans. 
Therefore, during 2015-16, a council may select strategic objectives as 
performance objectives even if its community plan has not been agreed – these 
objectives will be part of the council’s corporate plan, as noted above. 

2. Service quality, availability and fairness all relate to: service provision, by 
aiming to meet the needs of citizens, and ensuring fair ease of access to the 
most suitable services that meet their needs. Clearly, all of these objectives 
can be demonstrated individually, or collectively.  

3. Fairness can also be demonstrated by exercising non-service functions in 
ways which reduce disadvantage and improve social well-being, for instance 
by improving citizens’ access to information. 

4. When carrying out its functions or providing services, a council may 
demonstrate improvement when it operates in a way that contributes towards 
the sustainability of its area. Equally, on-going efficiency may also be shown 
if fewer resources are utilised while maintaining provision of substantially 
similar, or better, services. Should a council choose to alter the manner by 
which a service is provided, and in so doing it uses fewer resources or more 
integrated services, it will not only be demonstrating efficiency, but may 
demonstrate improved sustainability as well. 

5. The innovation aspect is slightly different. It covers any changes to service 
design and delivery methods that are intended to yield improvement under any 
other aspect and are reasonably likely to do so. This allows councils to make 
changes which may not have tangible effects within the same reporting year, 
but are likely to in subsequent years, and still count them as improvements. 
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Appendix 4 

 

Key actions for 2019/20 : The table below identifies how the key actions under the 
Performance Improvement Objectives align with the specified aspects of improvement as 
defined in Section 86 of the Local Government Act 2014.  

Corporate Objective Improvement Objective 1 What are we going to do this 
year? 

PEOPLE: We will ensure we 
engage with, and support, all 
local communities to deliver 
real social benefits 
 

Improve how we engage with, 
and support, all local 
communities to deliver real 
social benefits 

• We will set up community 
user forums to encourage 
local community groups to 
make use of Community 
Centres. 

 
• We will encourage more 

people to get involved in 
environmental projects 

 
• Establish a partnership 

group with Carrowdore to 
take forward Village Plan  
 

Improvement Aspects: 
Service 

Effectiveness 
Service 
Quality 

Service 
Availability Fairness Sustainability Efficiency Innovation 

       
 

 

Corporate Objective Improvement Objective 2 What are we going to do this 
year? 

PLACE: We will ensure we 
make the very best of the 
natural, cultural and 
environmental assets in our 
Borough 

Improve street cleansing and 
recycling rates from HRC’s and 
commercial customers 

• Introduce a revised 
commercial waste collection 
service 

 
• Introduce new approaches 

at Council HRC’s to 
increase the recycling rate 
from these facilities 

 
• Introduce Town Centre 

Wardens 
 

Improvement Aspects: 
Service 

Effectiveness 
Service 
Quality 

Service 
Availability Fairness Sustainability Efficiency Innovation 
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Corporate Objective Improvement Objective 3 What are we going to do this 
year? 

PROSPERITY: We will ensure 
the Borough’s towns and rural 
localities are prosperous, 
vibrant and attractive. 

Deliver projects that will create 
attractive areas that people will 
want to live, work, visit and 
invest in. 

• Enhance the Town 
Placemaking activities by 
continuing reconstituting 
each Town Steering group 
to be more inclusive and 
representative to engage in 
placemaking activity. 

 
• Development of a public 

realm enhancement scheme 
for the area around 
Portavogie Harbour. 

 
• Develop, agree, secure 

funding and commence 
delivery of a public realm 
scheme for Portaferry. 

 
• Develop a new revitalisation 

scheme in conjunction with 
the DfC for tackling the 
frontages of vacant 
properties in the five towns 

 
• Prepare and publish for 

consultation a Good 
Practice Guide for 
developers and the general 
public who will be submitting 
planning applications. 
 

• Event Booking Protocol 
Document 

 
• Introduce environmental 

health advice service to new 
businesses to include the 
provision of written advice 

Improvement Aspects: 
Service 

Effectiveness 
Service 
Quality 

Service 
Availability Fairness Sustainability Efficiency Innovation 
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Corporate Objective Improvement Objective 4 What are we going to do this 
year? 

PERFORMANCE: 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. 

Improve efficiency and 
transparency 

• Implement an integrated 
electronic Human 
Resources, Employee 
Payments and Time and 
Attendance System. 

 
• Produce a “Reduction in 

Absence” Plan 
 
• Publish The Big Plan 

Performance Update 
Reports (to incorporate 
feedback on Performance 
Scorecards). 

 
• Publish Corporate PI’s on 

the Council website. 
 
• Run Resident Panel pilots 

to inform development of a 
Resident Engagement 
strategy 

 

Improvement Aspects: 
Service 

Effectiveness 
Service 
Quality 

Service 
Availability Fairness Sustainability Efficiency Innovation 

       
 

 



 

Page 45 of 46 
 

Appendix 5 

PERFORM FRAMEWORK OVERVIEW 
 
 
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, 
setting out shared objectives for the local area and its people, to be fulfilled by a range of 
organisations working in partnership. A review of the plan will be carried out every four years 
in advance of its fourth year anniversary.  The first plan produced will be considered an interim 
plan and will be for a shorter time span.  The interim plan should be reviewed within two years 

of publication. 
 
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 will also focus 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.   

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. 
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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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