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1. Introduction and context 

Introduction 
 
The council is committed to growing a high performing council, innovating and partnering to make 
a positive difference for our Borough.  At the heart of everything we do we strive to deliver 
continuously improving and excellent quality services whilst ensuring value for money. 
 
This Self-Assessment Report provides a vehicle for the Council to determine its capacity and 
ability to deliver “continuous improvement” by identifying areas where we are performing well and 
those requiring particular attention in future years.  By assessing where our progress has been 
slower than expected or has not resulted in the levels of performance, we set out to achieve, we 
can review and adjust the way we use our resources to ensure we maximise the effect of our 
services on the people living, working and visiting the Ards and North Down Borough Council 
area. 
 
During the 2020/21 year we have had to respond to the unprecedented challenges of the 
Coronavirus (COVID-19) pandemic, and we recognise the commitment and professionalism of its 
staff during this challenging period. 
 
 
Context 
 
Council began developing a new Corporate Plan in 2019 that was aligned to the outcomes of the 
Big Plan for Ards and North Down 2017-2032 and it was intended that this would be in place by 
April 2020.  However, the onset of the COVID-19 pandemic and its impact on our organisation 
and Borough dominated the 2020/21 year and delayed the delivery of the plan as, not only did we 
have to invoke our Emergency Plan to ensure essential services were delivered, but it was also 
necessary to ensure the plan was tested against the new landscape we found ourselves in.  A 
comprehensive review of spending within Council was carried out as the majority of our income 
generating services were suspended with the corresponding loss of revenue, this meant in order 
to exercise financial prudence we had to carry out a root-and-branch review of our Service Plans 
for the 2020/21 year to ensure they fit within our new financial situation and expenditure was 
made only on essential services.   
 
The draft Corporate Plan set six PEOPLE priorities, the revised Service Plans were framed 
against these priorities, and they will provide the backdrop for this report.  Our PEOPLE priorities 
are: 
 

• Prosperity:  Growing our local economy 
• Environment: Growing a cleaner, greener local and global environment 
• Opportunity: Growing the lifelong potential of our community 
• Pride: Growing empowerment, respect and safety in our community 
• Life: Growing the health and wellbeing of our residents 
• Excellence: Growing a high-performing Council 

 
During the public consultation period for the draft Corporate Plan our residents told us the top three 
priorities we should focus on were Life; Prosperity and Environment.  During the early stages of the 
pandemic Council carried out a Big Conversation Panel Survey, in which we asked residents to tell 
up what our priorities should be to recover from the impacts of the impacts of Covid-19, residents 
told us that our focus should be on Health and Wellbeing, economic recovery and the environment 
which affirmed the earlier top three priorities. 
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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 a continuous “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 or contacting us at: 
 
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 
 
 
 
 
 
 
 
 
 
 
 
  

mailto:yom@ardsandnorthdown.gov.uk
mailto:pim@ardsandnorthdown.gov.uk
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2. Discharging the general duty to secure continuous improvement in 
2020/2021 

The Local Government Act (Northern Ireland) 2014 places a duty upon Councils to make 
arrangements to secure continuous improvement and account for it.  At the beginning of 
each financial year, Council is required to publish a Performance Improvement Plan 
which sets out its plans for discharging its duties for the financial year ahead and by 30 
September to publish a Self-Assessment Report to account for its improvement activity 
for that year and review performance against the Improvement Objectives set in the 
preceding year.  It should be noted that under normal circumstances the report reflects on 
the performance on the delivery of our agreed Improvement Objectives and supporting 
actions for the year in review, however, 2020/21 was exceptional and in light of the global 
pandemic the Department set aside the requirement to publish a Performance 
Improvement Plan.  This report therefore focuses on how the Council responded to the  
impacts of Covid-19 on its ability to deliver services. 
 
We continually seek to improve and develop and discharge our duty to improve through a 
strategic framework outlined in Figure 1, that illustrates how the Council’s strategic 
objectives are cascaded throughout the organisation. 
 
At the highest level The Big Plan, published in April 2017, sets out the strategic priorities 
for the Borough and includes details of the joint activity that will be undertaken by the 
strategic partners (including Council) to support the delivery of those priorities.  The Draft 
Corporate Plan outlines the Council’s purpose, priorities and objectives and describes its 
ambition for how local services will be delivered more efficiently and effectively for 
everyone.  The Corporate Plan is underpinned by a number of secondary strategic plans 
and thematic strategies and is supported by detailed operational service plans and 
individual personal development plans. 
 
  

Figure 1: AND Strategic Performance Framework 
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Arrangements to secure continuous improvement 
 
The Council has in place governance arrangements to assure accountability for 
improvement and to ensure delivery of our plans takes place in an open, effective, honest 
and accountable manner. 
 
These arrangements include: 
• Alignment of the service planning and budget process to ensure all costs are included 

in the estimates process 
• An electronic performance management system, Pentana,  which allows it to:  

• Analyse data on a range of frequencies for trends and comparison 
• Track the progress of indicators and actions 
• Provide and communicate regular and robust performance information to 

Managers, Elected Members and the public 
• Quarterly reporting on Service Plans to relevant standing committees; in June, 

September, December and March each year – it should be noted that in the 2020/21 
year owing to the onset of the COVID-19 pandemic council set aside the requirement 
to report quarterly during the first half of the year.  Reporting recommenced in 
December 2020 and accounted for the period 1 April to 30 December 2020. 

• Quarterly reporting on progress of the Performance Improvement Plan, objectives and 
actions to Corporate Leadership Team (CLT) and as a standing item to Audit 
Committee – it should be noted that during the 2020/21 year the Department for 
Communities set aside the requirement for councils to publish a Performance 
Improvement Plan 

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

year 
• Appropriate risk management in relation to main programmes of work 
 
These arrangements follow a Strategic Planning Timetable (see Figure 2 below) and are 
underpinned by the Council’s Performance Governance Framework, PERFORM. 
 

Plan 
Stating what we will do and why - the 
Performance Planning and Management 
process will be used at the following 
levels: 
Community Planning and Reporting, 
where a plan will be developed every 10- 
15 years; 
Corporate Planning and Reporting, 
where a plan will be developed every 4 
years to set out objectives for the 
Council; 
Performance Improvement Plans (PIP) 
which sets out the Council’s plan for a 
single year; 
Service Planning and Reporting, where 
a plan will be developed every year by 
each council service); 
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Individual – Pride in Performance Conversations The Pride in Performance 
Conversation is a mutually beneficial 1 to 1 conversation that an employee has with 
his/her line manager annually.  Resulting  in joint agreement on enhancing performance 
and identifying learning and development needs, there are 4 main steps: 

1. Review of progress 
2. Colleague ideas for service improvement 
3. Setting individual objectives for the year ahead 
4. Agreeing learning and development needs 

The emphasis is on the quality of the conversation and resulting outcomes.  
 
This approach is designed to facilitate alignment between Community, Corporate, Service 
and Individual plans, activities and the needs of our stakeholders.  It also focuses 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. 

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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Timeline Activity 
October – March • Service Planning process 

• Identification of areas for Improvement  
• CLT/HoST consultation of Service Plans and key areas for 

improvement 
• Budget Planning Process 
• Strike the Rate 
• Report on Performance to Standing Committees 

April – May • Consultation with stakeholders 
• Consultation with employees 
• Consultation with Elected Members 
• Service Plans approved by Standing Committees 
• Pride in Performance conversations begin 

June • Performance Improvement Plans to CLT, Corporate 
Committee and ratification by Council 

• Publish on Council website by 30 June* 
• Begin Self-Assessment review of prior year’s performance 
• Submit Benchmarking statistics 
• Citizen Satisfaction Survey (every 3 years) 
• Report on Performance to Audit Committee 

August • NIAO Fieldwork 
• Draft Self-Assessment Report to CLT and HoST 

September • Draft Self-Assessment Report to Corporate Committee and 
ratification by Council 

• Publish Self-Assessment Report by 30 September  
• Pride in Performance conversations complete 
• Budget Setting and Service Plan preparation 
• Citizen Satisfaction Survey Report to CLT/HoST/Council 
• Report on Performance to Audit Committee 

Figure 2 - Strategic Planning Timetable 

* During the period of the Covid-19 pandemic the requirement to publish the Performance Improvement Plan 
was set aside in the 2020/21 year and set as 30 September 2021 for the 2021/22 year.   
 
We continually assess how we are doing against targets and ensure we are making a 
difference to our stakeholders.  Beginning with delivery planning, which is aligned to our 
PEOPLE priorities, through monitoring and reporting performance, considering resident 
and service user feedback we identify improvement activity that enables us to continually 
improve what we do. 
 
Additionally, we continuously review the effectiveness of our performance arrangements 
in support of our General Duty to improve.  Recent changes include revising the service 
plan template to ensure there are clear linkages between outcomes, priorities, and 
actions. 
 
Further information on our performance can be found at 
www.ardsandnorthdown.gov.uk/pip. 

http://www.ardsandnorthdown.gov.uk/pip
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3. The cost of our services 

A summary of our financial performance for 2020/21 is outlined below. Services made 
considerable efforts to reduce costs to help the Council address the financial difficulties 
caused by loss of income during the early stages of the COVID-19 pandemic. However, 
gross expenditure continued to increase due to the annual actuarial estimate of pension 
fund liabilities, which are funded over the longer term. 

 
 
 
Council’s financial statements will be available on the Council’s website from October 
2021. 

  

 
2020/21 
Gross 

Expenditure 
Outturn 

2019/20 
Gross  

Expenditure  
Outturn 

2018/19 
Gross 

Expenditure 
Outturn  

2017/18 
Gross 

Expenditure 
Outturn 

2016/17  
Gross 

Expenditure 
Outturn  

Environmental Health   2,223,503  2,467,640 2,147,815 2,140,662 2,060,075 

Community and Culture   3,095,106  3,702,662 3,551,783 2,859,048 2,759,096 

Leisure and Amenities   8,254,118  9,136,497 8,863,370 7,637,941 7,665,803 

Environmental and Cleansing 
Services   15,656,470  14,713,582 14,130,870 13,711,543 14,307,126 

Assets and Property Services   5,812,657  7,154,190 7,002,104 5,953,275 5,508,064 

Regulatory Services (formerly 
Building Control, Licensing etc)  2,318,319  2,728,997 2,564,204 2,487,146 2,178,743 

Regeneration   918,796  1,453,873 1,452,573 1,190,159 1,832,795 

Economic Development  1,433,510  1,758,213 1,593,126 1,446,858 1,600,763 

Planning   2,288,623  2,204,747 2,117,395 1,814,352 1,491,972 

Tourism  1,164,395  2,061,350 2,040,371 1,736,771 1,709,867 

Finance and Internal Audit 1,020,825 1,336,930 1,296,271 1,366,724 1,427,705 

Performance and Projects (from 
2019/2020 splits into 2 Services   2,187,870 1,801,822 1,686,601 

Strategic Transformation and 
Performance 2,178,789 1,852.392 - - - 

Strategic Capital Development  450,448 - - - 

HR and OD   909,176  1,080,225 1,077,010 904,215 774,946 

Administration and Customer 
Services  3,542,970  3,488,942 3,862,526 3,617,320 3,321,703 

Chief Executive's Office  877,418  1,343,263 1,003,333 1,126,441 804,724 

Capital Financing 8,298,220 6,675,189 5,530,570 6,685,335 7,101,583 

 65,334,100 63,609,140 60,421,191 56,479,612 56,231,566 

http://www.ardsandnorthdown.gov.uk/about-the-council/publications/financial-reports/financial-statements
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4. How we measure and analyse our performance 

Throughout the year, we use key performance indicators (KPIs) to monitor how we are 
delivering services.  The KPIs shown in this report are only some of the indicators we 
use to monitor our and for the purposes of the report have been aggregated to give an 
overall assessment of our performance.  The indicators we monitor are comprised of:  
 

• Statutory Indicators: those set by the Department for the Economy (DfE)  in 
respect of Economic Development; The Department of Agriculture, Environment 
and Rural Affairs (DEARA) set the Waste Management indicators and standards 
and publishes performance by council area on a quarterly basis through the NI 
Local Authority Collected Municipal Waste Management Statistics report - 
information may be accessed using the following link https://www.daera-
ni.gov.uk/articles/northern-ireland-local-authority-collected-municipal-waste-
management-statistics; and Department for Infrastructure (DfI) set the Planning 
indicators and standards which are published by council area on a quarterly 
basis.  Information may be accessed using the following link: Northern Ireland 
planning statistics April 2020 - March 2021 | Department for Infrastructure 
(infrastructure-ni.gov.uk).   
 

• Self-Imposed Indicators: those set by services against the objectives and 
actions in their Service Plans, and a suite of suggested indicators from the 
Department for Communities (DfC) to allow performance comparison across the 
sector. 

 
  

https://www.daera-ni.gov.uk/articles/northern-ireland-local-authority-collected-municipal-waste-management-statistics
https://www.daera-ni.gov.uk/articles/northern-ireland-local-authority-collected-municipal-waste-management-statistics
https://www.daera-ni.gov.uk/articles/northern-ireland-local-authority-collected-municipal-waste-management-statistics
https://www.infrastructure-ni.gov.uk/publications/northern-ireland-planning-statistics-april-2020-march-2021
https://www.infrastructure-ni.gov.uk/publications/northern-ireland-planning-statistics-april-2020-march-2021
https://www.infrastructure-ni.gov.uk/publications/northern-ireland-planning-statistics-april-2020-march-2021
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5. How did we do? : Our Performance Results for 2020/2021 

Our response to Covid-19 
 
The Borough was placed in lockdown on 23 March 2020.  We quickly activated our 
Emergency Plan and ensured that we maintained essential public services.  Through 
the pandemic we have worked with central government to distribute support and 
funding to our residents and businesses.  The table below highlights some of our efforts 
over the past year. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  

Supporting young people and families 
• Laptops, tablets and internet connections for work 

and home schooling 
• Online connections programme for children with 

learning disabilities  and their families with Be Kind 
Kids Club (NDCN) 

• 2,498 people supported through workshops, 
counselling sessions and parent support 
programmes 

• Online Youth Clubs delivering cookery, art and dance 
activities 
 

53,459 
Visits to main 

COVID-19 
update page  

Supporting older and vulnerable people 
• delivering over 16,000 food parcels and essential 

supplies 
• handling 4,000 care calls speaking to those self-

isolating and supporting their health and wellbeing 
• Hygiene, wellbeing and activity packs delivered by 

Ards and County Down Community Networks 
 

Working with 
voluntary and third 
sector 
• 14,838 people supported 

by Ards Foodbank, 
Bangor Foodbank and 
Storehouse North Down 

• AMBWLC provided 
supplementary storage for 
Ards Foodbank at 
Christmas 

Distributing financial assistance to 
support 
• 10,000 calls and doorstep visits made by YMCA, 

Council, AGEnda, NDCN and Bangor Alternatives 
• 68,000 copies of Information and Support booklet 

written and distributed by NDCN 
• White goods delivered to families in crisis through 

partnership between NDCN and Community Advice 
AND 

16,409 
Views of Council’s 

Directory of Services 
created to help 

residents access food 
and medication 

207 
families supported by 
funding provided to 

SHE&SCT and 
Barnardo’s 

63,000 
Visits per month 

on the .gov 
website  

19% increase in Council’s 
social media engagement across 

all three main platforms: 
Facebook, Twitter, Instagram 

620 posts across the three 
main social media channels – 

average of 5 posts per day 

£1.7m Business Adaptation 
and Improvement Funding from 
DfC to aid the recovery process 

320 businesses allocated 
grant aid from the Business 
Adaption and Improvement 

Fund 

here 2 help app 
launched to provide 
quick access to advice 
and support services 

4,260 service requests to 
Environmental Health service a 
65% increase on previous year 

712 noise complaints 
an increase of over 

130% 

511k properties 
serviced monthly for 

waste collection services 
during 2020/21  
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The performance scorecard is based on an analysis of performance measures reported 
as part of the Service Plans which underpin the Corporate Plan Towards 2024 and the 
Big Plan for Ards and North Down 2017-2032.   
 
Big Plan Outcome 
All people in Ards and 
North Down …….. 

PEOPLE priority 

benefit from a prosperous 
economy 

Prosperity | We will create the conditions for businesses to 
start, grow, thrive, provide opportunities for employment 
and be sustainable. 

feel pride from having 
access to a well-managed 
sustainable environment 

Environment | We will grow a clean, attractive, 
environmentally responsible place, including our towns, 
villages, countryside and coast. 

fulfil their lifelong potential Opportunity | We will work with partners to develop the 
potential of our residents, young and old 

live in communities where 
they are respected, are 
safe and feel secure 

Pride | We will partner with our community to develop 
positive relationships, community pride, respect and 
safety 

enjoy good health and 
wellbeing 

Life | We will support the physical and emotional wellbeing 
of our residents through our services, facilities and 
partnerships 

 Excellence | We will work to be a high-performing 
organisation, innovating and partnering to make a 
sustainable, positive difference for our Borough 

 
The following section provides an assessment of the combined Key Performance 
Indicators that give an indication of how we have performed. Further information on our 
performance can be found at www.ardsandnorthdown.gov.uk/pip. 
 
Performance Key 
The key outlined below provides definitions for the three Red, Amber, Green (RAG) 
status levels which have been chosen to measure progress, and the Red, Amber, 
Green, Blue (RAGB) status levels which have been chosen to determine our overall 
assessment of progress. 
 

RAG 
Status 

Definition  RAGB 
Overall 
assessment 
of progress 

 
Definition 

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

 
 

The majority of measures 
are on target 

 
Target/standard, actions and 
measures are ongoing, but some are 
falling short of plan 

 
 

At least 25% of the 
measures in this outcome 
are slightly below target 

 
Target/standard, actions and 
measures are on track 

 
 

At least 50% of the 
measures in this outcome 
are significantly below target 

 
Not measured as service was 
suspended for the majority of the year 
owing to Coronavirus pandemic 

 
 

Coronavirus impacted on 
majority of the service 

http://www.ardsandnorthdown.gov.uk/pip
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We will create the conditions for businesses to start, grow, thrive, provide opportunities for employment and be 
sustainable. 

 
We want everyone in the borough to benefit from a prosperous economy through creating an environment in which businesses and jobs can 
grow and where we have a local economy that is successful and sustainable.  Below is an assessment of the combined Key Performance 
Indicators that give an indication of how we have performed.  

 
 

    New 
measures Overall 

assessment of 
progress Prosperity 2020/21 2019/20 2020/21 2019/20 2020/21 2019/20 2020/21 2020/21 

Support local enterprise including 
start-up, incubation and business 
development 

11 8 0 0 2 1 3 7 

 Partner with others to focus on 
employability, skills and mentoring 

8 6 0 1 2 1 2 4 

Promote the Borough to attract 
investment, visitors and new residents 

10 6 0 1 0 2 3 4 
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We will grow a clean, attractive, environmentally responsible place, including our towns, villages, countryside and 
coast. 

 
The Council is committed to being a sustainable Borough which means promoting environmental and social sustainability as part of its long 
term commitment to tackling climate change.  The Council was the first in Northern Ireland to declare a Climate Emergency in 2019 and we are 
ambitious in developing a well-managed sustainable environment.  Whilst 2020/21 has been a particularly challenging year where we had to 
focus on delivery of our essential frontline services, this meant that a number of projects which support our aspirations were delayed owing to 
the impacts of Covid-19.  Below is an assessment of the combined Key Performance Indicators that give an indication of how we have 
performed.  

 
 

    
New 

measures 
Overall 

assessment 
of progress 

Environment 2020/21 2019/20 2020/21 2019/20 2020/21 2019/20 2020/21 2020/21  

Reduce our carbon emissions and 
help our residents and businesses to 
reduce theirs 

2 1 0 0 0 2 2 1 

 
Work with businesses and the 
community to encourage sustainable 
practices 

2 2 1 0 0 2 3 0 

Protect local biodiversity by increased 
tree planting and restoration of 
habitats 

2 0 0 0 3 1 4 5 
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We will work with partners to develop the potential of our residents, young and old 
 
We want everyone in the Borough to fulfil their lifelong potential and are working with partners to build the capacity of our residents, young and 
old. Below is an assessment of the combined key performance indicators that illustrate how we have performed. 
 
 

    
New 

measures 
Overall 

assessment 
of progress 

Opportunity 2020/21 2019/20 2020/21 2019/20 2020/21 2019/20 2020/21 2020/21  

Improve our open spaces and 
facilities to make them accessible for 
everyone 

6 6   4 3 8 9 

 Develop skills, apprenticeship and 
volunteering programmes 

2 2 0 0 0 0 3 3 

Enhance opportunities for 
participation in sports via the work of 
the Sports Forum 

1 1   0 1 5 4 
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We will partner with our community to develop positive relationships, community pride, respect and safety 
 

We want everyone in the Borough to live in communities where they are respected and feel safe and secure. We want to promote quality 
shared spaces, develop greater respect among communities and cultures, and ensure people are safe in their homes and their communities. 
Below is an assessment of the combined key performance indicators that illustrate how we have performed. 

 
 

    
New 

measures 
Overall 

assessment 
of progress 

Pride 2020/21 2019/20 2020/21 2019/20 2020/21 2019/20 2020/21 2020/21  

Promote cultural heritage and arts 
activities  

4 5 0 0 0 2 3 0 

 

Tackling anti-social behaviour 1 1 0 0 0 0 1 1 

Support the development of our 
Youth Council and increase 
opportunities for local people to 
contribute to how we develop and 
deliver our services 

2 1 1 0 0 0 0 2 
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We will support the physical and emotional wellbeing of our residents through our services, facilities and partnerships 
 

We aim to support our all those who live and work in our Borough to live healthier, longer and more independent lives and to improve the life 
chances for all children.  We place the needs of the individual at the centre of our services whether they are provided by us or by partnering 
with others.  Below is an assessment of the combined Key Performance Indicators that give an indication of how we have performed.  

  

 
    New 

measures 

Overall 
assessment 
of progress 

Life 2020/21 2019/2
0 

2020/21 2019/20 2020/2
1 

2019/20 2020/21 2020/21  

Increase opportunities for people to 
be active including investing in 
greenways, blueways, parks and 
accessible beaches 

2 2 0 0 1 1 7 0 

 

Using our regulatory functions to 
improve the air you breathe, the 
water you drink, the food you eat, 
the places in which you work and 
relax and the homes where you live 

4 5 0 0 0 2 5 2 

Provide support for businesses who 
want to help their employees be 
healthier 

2 0 0 0 0 0 1 3 

Support the development of 
community gardens and allotments 

1 0 0 0 0 0 0 1 
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We will work to be a high-performing organisation, innovating and partnering to make a sustainable, positive difference 
for our Borough 

 

As a large and complex organisation, we rely upon a range of enabling corporate services such as Finance and Performance, OD and 
Administration, Corporate Communications.  These services provide a range of key services to the organisation to ensure we have in place 
good governance arrangements which allows us to manage our assets well.  Below is an assessment of the combined Key Performance 
Indicators that give an indication of how we have performed.  

 
    New 

measures 

Overall 
assessment 
of progress 

Excellence 2020/21 2019/20 2020/21 2019/20 2020/21 2019/20 2020/21 2020/21  

Increase opportunities for 
residents to talk to us 

1 1 0 0 0 0 0 0 

 

Improve how we provide services 
to meet our customers’ needs 

6 8 1 0 1 2 5 1 

Progress transformation and 
efficiency opportunities to ensure 
continued value for money 

4 2 0 0 0 1 0 1 

Focusing our policies, practices 
and systems on our priorities and 
a culture of continued 
performance improvement  

9 7 0 0 0 2 0 0 
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Statutory Performance Indicators and Standards 
Council is required to report on how it has performed against the Statutory Indicators1 set out in 
The Local Government (Performance Indicators and Standards) Order (Northern Ireland) 2015.  
Section 91 of the Local Government Act (Northern Ireland) 2014 requires the Council to use this 
information to assess its performance against the previous year’s performance; and, so far as is 
practicable, the performance of other councils in the exercise of the same or similar functions.   
 
Municipal Waste  
The Coronavirus pandemic had a significant and ongoing impact on the delivery of Waste and 
Cleansing Services.  The main focus of the service during 2020/21 was to ensure this critical 
frontline service was maintained and that the health of staff and residents was protected, this 
resulted in a change to the service delivery model to enable social distancing. 
 
For the 2020/21 year, the Council’s household waste recycling rate fell from 54.7% to 51% 
slightly above the NI Average and, 1% above the statutory EU 2020 target of 50%.   
 
The Council has set its own challenging internal target of 60% and while not achieved it will 
continue to work towards this in the 2021/22 year.   
 
 

 
RAG Status    
Trend against prior year 
(higher is better)  

 
 
  

 
1 End of year statutory indicators and standards for waste, planning and jobs promoted can be 
found in Appendix 1 
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AND 40.4 49.2 52.1 53.2 54.7 51
NI Average 42.2 44.4 47.6 50 52 50.7

Household waste preparing for reuse, dry recycling and composting 
as a % of household waste arisings

AND NI Average
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How do we compare? 
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RAG Status    
Trend against prior year (lower is better)  

 
How do we compare? 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
The pandemic resulted in a significant impact on overall waste arising and for the first time in 5 
years Council saw an increase in residual waste2 sent to landfill which resulted in the Council 
missing the 2020 NILAS target figure.  It should be noted that DAERA has not set new NILAS 
target for post 2020. 
 

 
2 Based on provisional waste figures.  
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2015/16 2016/17 2017/18 2018/19 2019/20 2020/21
ANDBC 27484 20593 18869 19141 15762 19873
NILAS Target 27626 22705 21487 20252 19017 19017

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

ANDBC NILAS Target
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Although the Council’s recycling rate has fallen, the quantity of materials recycled has 
marginally increased.  This cannot be attributed to any single cause, but to a range of factors 
including: 

• Home working 
• Increase in DIY and home improvement activities 
• Garage/roof space clear outs 
• Garden clear outs 
• Community organised clean-ups 
• Litter bin and street cleansing waste 
• Loss of markets for some materials previously recycled 
• Closure and inactivity of 3rd sector due to Covid-19 restrictions. 

 
The service will closely monitor waste figures to identify sources and determine where positive 
interventions can be made to reverse the recent trend. 
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RAG Status    
Trend against prior year 
(lower is better) 

 

 
How do we compare? 
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Economic Development 
As with the whole of Council the Economic Development Service very quickly had to 
adapt to the challenges of Covid-19 through moving to work from home and by flexing 
the support and content of programmes while dealing with increased calls and new 
ways of working.   
 
As businesses had to focus on the challenges brought about by the pandemic some 
planned programmes and workstreams were postponed as the team focused on 
providing increased communications to support the business community through 
continuously updated digital channels on the restrictions, guidelines and support.  
Indications from the business community are that these adjustments were well 
received. 
 
Considering the challenging period in review Council performed well with the business 
start target being exceeded, achieving 119% against target, marginally less than the 
124% in 2019/20. 
 

 
RAG Status    
Trend against prior year  

 
 
 
 
 
 
 
 
 
 
 

0

20

40

60

80

100

120

140

2020/21 2019/20 2018/19 2017/18 2016/17 2015/16
Actual 101 105 111 92 138 125

Target 85 85 85 85 85 85

Number of jobs created through business start-up activity

Actual Target



 
 

24 
 

How do we compare? 
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Planning 

Planning activity and processing performance in 2020/21 were impacted by 
the restrictions put in place due to the coronavirus pandemic.  Like many of 
our other frontline services planning had to adapt very quickly to new ways of 
working to ensure delivery of the service, this resulted in enforcement being 
postponed and resources being reallocated to Development Management.  
Irrespective of the challenging times we were in for major planning our 
average time has decreased from 97 weeks in 2019/20 to 57 weeks in 
2020/21, this has been a significant improvement as we have adapted to 
news ways of working. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 

RAG Status    
Trend against prior year  
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How do we compare? 
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Local planning applications increased by c.11% over 2019/20 and our average time to process 
increased from 15.8 weeks to 16.8 weeks. 
 

 
 
RAG Status    
Trend against prior year  

 
 
How do we compare? 
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As stated above enforcement was postponed since late March 2020, with the exception of 
Priority 1 cases and those approaching immunity.  This obviously affected progression of 
enforcement cases to the target conclusion time of 70% within 39 weeks, with a drop to just 
below 70% at 62%.   
 
 

 
 
RAG Status    
Trend against prior year  

 
How do we compare? 
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Other Indicators 
 

 
 
 
Staff Absence 
 
The Council employs almost 800 people to deliver the services we provide for the 
residents, businesses and visitors of the Borough.  Our absence rate for the 2020/21 
year was 5.00% which met the target for the year, this was largely due to many of the 
staff who were sick being placed on furlough at the start of lockdown.  It was also 
evident that sickness levels of staff working from home was reduced.  
  
Throughout the year on average 33% of our workforce was furloughed to ensure all of 
our employees were kept informed and were supported we: 
  
• Communicated weekly through our internal channels keeping employees advised 

on the state of our services, message from the Chief Executive and advice on how 
to look after their mental health  

• created an employee portal for those without access to our internal network to 
ensure everyone was able to access the same information  

• ensured that our payroll and HR functions have operated remotely and maintained 
service levels to support our employees during this time;  

• reminded staff of mental health first aiders list on several occasions so that staff 
knew who they could contact and we have received some very positive feedback 
from staff who have liaised with a mental health first aider 

• provided wellbeing sessions on mindfulness for staff   
• commenced work on establishing a joint elected member/staff Wellbeing task and 

finish group  
• put in place initiatives, organised by the Wellbeing Group, such as 'coffee and 

connect', 'well-being Wednesdays' and a council-wide “Step-Challenge” aims at 
encouraging employees to increase their general level of exercise  

• carried out 2 surveys to ascertain views from staff on how effective communication 
was through the pandemic 

• offered online resilience courses to staff 
• continued to offer employees to avail of Westfield Health and their confidential 

counselling service  
 
As we return to more normal working conditions the Council will continue to target the 
number of days lost per employee.  Work will continue to progress on the extensive 

 2016/17 
Actual 

2016/17 
Target 

2017/18 
Actual 

2017/18 
Target 

2018/19 
Actual 

2018/19 
Target 

2019/20 
Actual 

2019/20 
Target 

2020/21 
Actual 

2020/21 
Target RAG 

Staff Absence 6.48% 5.00% 7.68% 5.00% 6.57% 5.00% 6.64% 5.00% 5.00% 5.00%  
Resident 
Satisfaction     80% 83% 

Not 
measured 
this year 

83% 
Not 

measured 
this year 

Not 
measured 
this year 

 

Net Cost of 
Services per 
head of 
population 

£286 £284 £294 £291 £306 £302 £314 £318 336 328  
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work already being carried out to make ANDBC a happy place to work and to give 
support to employees who are absent due to ill health.    
 
At the time of writing comparative figures across the sector were not available for 
2020/21.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 

 
 
 
 

 
 
 

 

 

 

 

 

 

 

 

 
Source: 2019/20 NI Average from Council published data – all 
other years from NIAO LG Government Reports   

RAG Status  
Trend against prior year  
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Resident Satisfaction 
 
A resident survey was not conducted during the 2020/21 year but was scheduled for the 
first quarter of 2021/22.  However, Council is committed to engaging with its citizens 
and through The Big Conversation Panels 1 and 2 sought the views of residents on 
“Covid-19 Recovery Priorities” and “What could be done to make Ards and North Down 
a better place to live, work and socialise”.    We received over 700 responses to the 
surveys and used the feedback to inform the Corporate Plan Towards 2024 and our 
improvement objectives for 2021/22.    
 

 

 
 

  

  

Actual Target/Standard
2018/19 83.00% 80.00%
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Resident Satisfaction

RAG Status    
Trend against prior year  



 
 

32 
 

Net Cost of Services per head of population 

Council’s cost of service per head of population has shown sustained increase over the 
past 5 years broadly in line with inflation in the economy as a whole. This increase has 
enabled the Council to address low pay, in line with national agreements and the 
national living wage, enhance services offered to residents and visitors by investing 
substantially in leisure, community and tourism facilities throughout the Borough and to 
work with partners to further develop the borough through the Belfast Region City Deal 
and complimentary projects.  
 

 

 
 
 
 

 
 
 
 
 

  

2020/21 2019/20 2018/19 2017/18 2016/17 2015/16
Actual 328 314 306 294 286 278
Target 331 318 302 291 284 276
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RAG Status    
Trend against prior year  
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Prompt Payment 
The Council is pleased to note that despite very challenging circumstances it continued 
to make good progress in the 2020/21 financial year.  Suppliers were paid within 14.25 
calendar days a decrease of 1.3 days on 2019/20 with 96% of suppliers being paid 
within 30 calendar days.  Supplier payment processes are kept under review to improve 
efficiency where possible, particularly in respect of management of the numbers of 
outstanding invoices. 
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6. Northern Ireland Audit Office proposals for improvement – arising from S.95 Audit and Assessment 
Report 2020/2021 

At the time of writing this report the Council has not received its S.95 Audit and Assessment Report from the Northern Ireland Audit Office 
(NIAO) as the Department for Communities are awaiting Royal Assent on the updated legislation.  The following table reflects the council’s 
response to previous proposals and the Council’s progress on them to date. 
 
NIAO Proposal 
 

ANDBC Progress to date 

Arrangements to improve  

2018-19 AI1/2019 
Where possible the Council should report performance over several 
years.  The Council monitors over 300 Key Performance Indicators 
(KPIs) which provide a rich source of information, with data extending 
over a number of years 

Council approved its Corporate Plan Towards 2024 in April 2021 
and has identified a number of KPIs to enable it to monitor 
performance over time.  A number of the KPIs will be baselined in 
2020/21 but will be tracked over the life of the plan.  

Improvement Objectives 
• Going forward, ensure that each improvement objective is focused 

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

• Ensure that improvement can be demonstrated and, where possible, 
measured through the use of meaningful performance indicators 
and data collection and/or other qualitative methods.  These 
indicators should not just concentrate around, nor be limited to, the 
statutory indicators and standards imposed by central government. 

 
 

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

The revised Service Planning template introduced for 2018/19 was 
designed to assist Officers to identify performance improvement 
initiatives at an early stage, to clearly link them through the 
Corporate and Community Plans and to identify the outcome of the 
initiative and what difference it would make to stakeholders.  The 
template was subsequently updated to reflect the Council’s draft 
Corporate Plan 2020-2024.  However, owing to the onset of the 
Covid-19 pandemic the progress of the Corporate Plan has been 
delayed whilst interim budgets are put in place which will inform the 
direction of travel for the Council resulting in a revision to the 
2020/2021 Service Plans and the 2020-2024 Corporate Plan. 
 
During the reporting process of the 2018/19 PIP it was evidenced 
that the indicators/standards selected have not always been 
suitable and learning from this will improve future years plans.  This 
remains a challenge but changes to the Service Planning Template 
have been designed to alleviate this issue. 
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NIAO Proposal 
 

ANDBC Progress to date 

Arrangements to improve  

• ensure that underlying projects are more focused on outcomes or 
that the collective outputs contribute to an evidence-based outcome 
at the objective level. The outcome(s) should always be clearly 
stated so that citizens can understand how they will benefit.  

The updated Service Planning Template for 2020/21 has been 
designed to align Corporate Plan priorities with Service Objectives 
and focus on outcomes rather than activities. 

Consultation 
No proposals for improvement were made 

 

Improvement Plan 
The Council should ensure that its Performance Improvement Plan 
includes detail on how the Council plan on meeting both the statutory 
performance indicators and its non-statutory self-imposed performance 
indicators. 

 
 
This proposal will be incorporated into future Performance 
Improvement Plans. 

Arrangements to improve 
The Council should complete its work on identifying the performance 
indicators and data it needs to properly monitor performance as soon 
as possible to allow performance to be considered over time. 

 
Council’s new Corporate Plan Towards 2024 was approved in April 
2021 and includes a suite of KPIs that will be monitored throughout 
the life of the plan. 

Collection, use and publication of performance information 
• in addition to the local indicators and standards relating specifically 

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

 
• the Council should continue working with other councils and the 

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

Council has in place Individual Service Plans (17) that include some 
300+ Key Performance Indicators that are monitored through the 
Quarterly Service Plan Reports brought before the respective 
Standing Committee. It is Council’s view that if the Corporate, 
Performance and Service Plans are aligned and integrated then the 
KPIs at the lowest level ensure that all Plans are monitored. Council 
has included in its report a comparison of its year-on-year 
performance against comparable indicators.  
 
 
Council continues to work with the sector, the Association of Public 
Sector Excellence (APSE) and the Department for Communities in 
order to inform future self-imposed indicators and to explore 
potential bench-marking opportunities.   
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7. Your Opinion Matters 

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

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

mailto:yom@ardsandnorthdown.gov.uk
mailto:pim@ardsandnorthdown.gov.uk
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Appendix 1 : Municipal Waste, Economic Development and Planning Statistics 
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MUNICIPAL WASTE 

 

 

https://www.daera-ni.gov.uk/publications/northern-ireland-local-authority-collected-municipal-waste-management-statistics-2020 

    

https://www.daera-ni.gov.uk/publications/northern-ireland-local-authority-collected-municipal-waste-management-statistics-2020
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The Northern Ireland Planning Statistics April 2019 – March 2020 can be found by at: 

Northern Ireland planning statistics April 2020 - March 2021 | Department for Infrastructure (infrastructure-ni.gov.uk) 

 

ECONOMIC DEVELOPMENT 

 

https://www.infrastructure-ni.gov.uk/publications/northern-ireland-planning-statistics-april-2020-march-2021
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