
ARDS AND NORTH DOWN BOROUGH COUNCIL 
 
 
 

September 2018 
 
Dear Sir/Madam 
 
You are hereby invited to attend a meeting of the Corporate Services Committee of 
the Ards and North Down Borough Council which will be held in the Council 
Chamber, 2 Church Street, Newtownards on Tuesday, 9 October 2018 
commencing at 7.00pm. 
 
Tea, coffee and sandwiches will be available from 6.00pm. 
 
Yours faithfully 
 
 
 
Stephen Reid 
Chief Executive 
Ards and North Down Borough Council  

 
 

A G E N D A 
 

1. Apologies 
 

2. Declarations of Interest 
 

3. Minutes of Strategic Policy and Finance Group dated 1st October 2018 (Copy to 
follow)  
 

4. Budgetary Control Report – September 2018 (Report attached) 
 

5. Residents’ Survey Results (Report attached) 
 

6. Armistice Day Working Group (Report attached) 
 

7. The Battle's Over - A Nation's Tribute - Lighting of Beacons (Report attached) 
 

8. Blair Mayne Bursary Sub Committee – Minutes (Report attached) 
 

9. Quarterly Report on Equality and Good Relations (Section 75 of The N.I. Act 
1998) – 30th September 2018 (Report attached) 
 

10. Three year funding review for DisabledGo services (Report attached)  
 

11. Health and Safety Policies – Update (Report attached) 
 



12. Recommendations arising from Audit Committee on 25 September 2018 - Audit 
on Freedom of Information (Report attached) 
 

13. Behaviour Charter Guidance (Report attached) 
 

14. Notices of Motion 
 

14.1 Notice of Motion submitted by Councillor Douglas  
(Deferred from September 2018) 

 
That this Council undertakes to write to the Department of Health to seek to 
implement the Regional Trauma Network in its entirety, as agreed in the Stormont 
House Agreement, December 2014.  
 
14.2. Notice of Motion submitted by Councillor Douglas  

(Deferred from September 2018) 
 
This Council notes the importance of Personal Independence Payments to 
sustaining and maintaining the lives of many across Northern Ireland: notes with 
concern the many issues associated with undergoing of assessments and the stress 
they can bring upon individuals; is concerned at the fall in figures of those receiving 
the benefit and the impact this is having on their lives; notes the link that exists 
between the drop in support provided that the ‘20m rule’ for the highest rate of PIP 
mobility support as highlighted by ‘PIP – a step too far’ published by MS Society; 
and, will write to the Minister for Work and Pensions to urgently review the 20m rule 
and engage with key stakeholders to find a more appropriate alternative.   
 
14.3. Notice of Motion submitted by Councillor Douglas and Councillor Muir 
 
This Council notes that 2018 marked the twenty-third anniversary of the Srebrenica 
genocide in Bosnia and Herzegovina, which saw over 8,000 Muslim men and boys 
killed in a matter of days; notes that in 2009 the European Parliament passed a 
resolution that 11th July should be recognised as the day of commemoration of the 
Srebrenica genocide all over the EU; and in 2015 urged the development of 
educational and cultural programmes that promote an understanding of the causes 
of such atrocities and raise awareness about the need to nurture peace and to 
promote human rights and inter-faith tolerance. All Northern Ireland political parties 
have supported the work of Remembering Srebrenica in this regard; applauds the 
work of those involved in the pursuit of justice for the victims and their surviving 
relatives, including the International Commission of Missing People (ICMP) and the 
Mothers of Srebrenica, whose courage and humility in the face of unthinkable horror 
is an inspiration to us all;  commends the work of the charity, Remembering 
Srebrenica, in raising awareness of this tragic and preventable genocide and 
working in communities across the UK and Ireland to help them learn the lessons of 
Srebrenica; and brings back a report on possible events or activities to 
commemorate the anniversary and build understanding. 
  



 
14.4.  Notice of Motion submitted by Councillor Walker  
 
That this Council acknowledges the result of the EU Referendum of June 2016 but 
asserts that no one in Ards and North Down Borough voted for a bad deal or no deal 
that could wreck our economy and jeopardise our peace process. We therefore write 
to the Secretary of State and the Prime Minister expressing our support for the 
growing demand for a People’s Vote on the final Brexit deal. 
 
14.5. Notice of Motion submitted by Councillor C Kennedy 

That this Council bring back a report regarding the erection of a memorial to the 
eight people who were killed on Church Street during the 1936 Ards TT Race; which 
ultimately lead to the cancelling of the event; and that this memorial might be placed 
on the western end of the wall at Ards Hospital on Church Street. 

14.6. Notice of Motion submitted by Councillor C Kennedy 

That this Council creates a Committee to consider the manner in which Ards and 
North Down Borough Council will mark the 100th Anniversary of Northern Ireland in 
2021 and to draw up a schedule of appropriate events etc. through which to mark 
our 100th Birthday. 

14.7. Notice of Motion submitted by Councillor C Kennedy 

That this Council agrees that criminal gangs are taking advantage of the NI Housing 
Executive transfer scheme, using it as a direct means to geographically extend their 
drugs empires; that is having a hugely detrimental impact upon established 
communities across the Borough; that it is having the effect of fracturing local 
families and their ability to live close to one another and that measures be taken both 
to put an end to this abuse and to give families who have establish ties with a 
particular area with priority when accommodation is being allocated. 

14.8. Notice of Motion submitted by Councillor C Kennedy 

That this Council takes the advice of the Chief Executive of Tourism NI. John 
McGrillen, that we should be pursuing the “Culturally Curious” tourism product and 
reinstates the Ulster-Scots greeting of “Fair Faa Ye” to entrance signs to the 
Borough, which were removed without consultation upon the amalgamation of Ards 
Borough Council and North Down Borough Council; acknowledges all relevant 
requirements under Equality legislation have already been fulfilled; and that the 
message “Haste Ye Baak” be placed on each sign upon leaving the Borough. 

14.9 Notice of Motion submitted by Alderman Girvan and Alderman McDowell  

Given the significant increase and projected increase of housing developments in 
Comber, Lisbane, Ballygowan and Killinchy that this Council writes to the 
Department of Infrastructure to ask what plans they have to develop Phase 3 of the 
Comber Bypass ie from the Killinchy Street roundabout to the Ballygowan Road, 



Comber, to reduce the anticipated increased volume of traffic that will pass through 
the centre of the town.   

14.10 Notice of Motion submitted by Councillor Boyle and Councillor McAlpine  

That this Council agrees to write to the Divisional Manager DFI Roads – Southern 
Division, Simon Richardson, responsible for the Strangford Ferry Service, asking for 
a rescheduling of their current timetable to commence at 7.15 am rather than 7.45 
am to meet with the noticeable increasing needs and requirements of their regular 
early morning customers wishing to avail of this service.   

14.11 Notice of Motion submitted by Alderman Henry and Councillor Smart  

That this Council notes that Northern Ireland has the highest suicide rate of any 
region of the United Kingdom.  In Ards and North Down statistics show that in 10 
years 2006 to 2016 there were 200 who were recorded as losing their lives to 
suicide.   

We must remind anyone in distress or despair that support is available 24 hours a 
day, 7 days a week.  Urge anyone with suicidal thought to immediately contact their 
GP or any of the brilliant Mental Health charities for help.   

Council notes also that funding of Mental Health Services across Northern Ireland 
remains inadequate and expresses outrage that the ongoing political impasse at 
Stormont has meant that Protect Life 2 – the new strategy and action plan to reduce 
our suicide rate has still not be published due to the absence of a Local Minister.    

We agree to wrote to the Secretary of State to emphasis to her that the current 
situation is unacceptable and urge her to intervene to secure the immediate 
publication of this strategy.  

14.12 Notice of Motion submitted by Councillor Woods and Councillor Menagh 
 
That this Council writes to the Department of Work and Pensions urging that a 
review takes place on how people with terminal illnesses are assessed for welfare 
under Personal Independence Payments, with the focus on the six month rule.   
 
This item was deferred to the October meeting of the Corporate Committee.    
 
14.13 Notice of Motion submitted by Councillor T Smith & Councillor Kennedy  
 
This Council condemns SF/IRA's ongoing celebration and veneration of terrorists 
who engaged in a bloody sectarian campaign which saw thousands murdered and 
many more maimed and injured. This Council believes that such commemoration 
events are hate crimes and provide nothing more than an opportunity for those who 
still despise those who are British, Protestant and Unionist to revel in the slaughter of 
innocent people. We call on the Secretary of State to take act to ban these 
gruesome and vile events which have no part in any civilised society. 
 
ITEMS  15 - 22***IN CONFIDENCE*** 



 
15. Report of Corporate Project Portfolio Board meetings held on 15 May 2018,  

19 June 2018 and 17 July 2018 (Report attached) 
 

16. Extension to LPS Valuation Contract (Report attached) 
 

17. Final Extension of the Office Furniture Contract (Report attached) 
 

18. Extension of the Legislative and Procurement Legal Services Tender (Report 
attached) 
 

19. Request for consent to assignment (Report attached) 
 

20. Insurance for Members - Indemnity for Defence Costs (Report attached) 
 

21. Business Case for Internal Provision of Manual Handling Training (Report 
attached) 
 

22. Absence Report (Report attached) 
 

23. Any Other Notified Business 
 

MEMBERSHIP OF CORPORATE SERVICES COMMITTEE (14 Members) 

 

Alderman Carson (Vice Chairman)   Councillor Gilmour (Chairman) 

Alderman Gibson Councillor Hunter 

Alderman Girvan  Councillor Kennedy 

Alderman Graham  Councillor Muir 

Alderman Keery Councillor McIlveen  

Councillor Brooks Councillor Smart 

Councillor Chambers Councillor Smith 

 
 



Unclassified 

Page 1 of 6 
 

ITEM 4  
 

Ards and North Down Borough Council 

Report Classification Unclassified 

Council/Committee Corporate Services 

Date of Meeting 09 October 2018 

Responsible Director Chief Executive 

Responsible Head of 
Service 

Head of Finance 

Date of Report 25 September 2018 

File Reference FIN45 

Legislation Section 5 Local Government Finance Act (NI) 2011 

Section 75 Compliant  Yes     ☐             No     ☐        Not Applicable  ☒ 

Subject Budgetary Control Report – August 2018   

Attachments       

 
This Budgetary Control Report covers the 5-month period 1 April to 31 August 2018 
and the Revenue Budgetary Control Report by Directorate is set out on page 2.  
 
Council having a full surplus at the end of August of £1,928,728 (box A) compared 
with a budgeted surplus for the same period of £1,342,700 (box B) resulting in a 
favourable variance on expected surplus of £586,098 (box E). 
 
This is analysed as: 
 

• Net Cost of Services showing an under spend of £320,193 (1.8%) (box C); 
and 

• Non-service income and expenditure showing a favourable variance of 
£265,905 (box D). 
 

As indicated last month the format of this report has been revised to make it easier 
to understand the significant issues for the Council as a whole.  
 
Explanations for the Finance & Performance, Organisational Development & 
Administration and Chief Executive Directorates and Non-Service Income and 
Expenditure follow on pages 4 and 5. The detailed Budgetary Control reports for the 
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Environment, Regeneration Development and Planning and Community and 
Wellbeing Directorates have been reported to the appropriate Committee. 
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Note Actual Budget Variance Actual Budget Variance

£ £ £

Community & Wellbeing

100 Community & Wellbeing HQ 61,697 62,200 (503) -  -  -  

110 Environmental Health 809,817 830,400 (20,583) (233,187) (211,900) (21,287)

120 Community and Culture 1,256,731 1,431,000 (174,269) (417,576) (562,500) 144,924 

130 Leisure and Amenities 3,369,699 3,393,200 (23,501) (1,043,498) (1,096,300) 52,802 

Totals 5,497,944 5,716,800 (218,856) (1,694,261) (1,870,700) 176,439 

Environment

200 Environment HQ 60,617 60,700 (83) -  -  -  

210 Waste and Cleansing Services 6,195,477 6,229,500 (34,023) (717,772) (730,900) 13,128 

220 Assets and Property Services 2,598,227 2,507,500 90,727 (70,667) (59,900) (10,767)

230 Regulatory Services 1,028,917 1,075,500 (46,583) (951,540) (992,800) 41,260 
-  -  -  -  -  -  

Totals 9,883,238 9,873,200 10,038 (1,739,979) (1,783,600) 43,621 

Regen, Development & Planning

300 Regen, Dev & Planning HQ 65,923 66,000 (77) -  -  -  

310 Regeneration 530,783 472,000 58,783 (191,340) (104,300) (87,040)

320 Econ Dev 452,474 455,500 (3,026) (159,182) (143,400) (15,782)

330 Planning 772,497 827,800 (55,303) (421,890) (425,500) 3,610 

340 Tourism 840,817 865,200 (24,383) (51,634) (39,800) (11,834)

Totals 2,662,493 2,686,500 (24,007) (824,046) (713,000) (111,046)

Finance & Performance

400 Finance & Performance HQ 1,633 44,000 (42,367) -  -  -  

410 Internal Audit 26,000 26,000 -  -  -  -  

420 Finance 633,304 664,200 (30,896) 1 -  1 

430 Performance & Projects 1,078,376 1,089,000 (10,624) (1,905) -  (1,905)

Totals 1,739,312 1,823,200 (83,888) (1,904) -  (1,904)

Org Development & Administration

500 OD & Admin HQ 76,359 72,700 3,659 -  -  -  

510 HR & OD 381,840 386,700 (4,860) -  -  -  

520 Administration & Customer Svcs 1,420,723 1,496,100 (75,377) (134,936) (139,500) 4,564 

Totals 1,878,922 1,955,500 (76,578) (134,936) (139,500) 4,564 

Chief Executive

600 Chief Executive 169,550 184,300 (14,750) -  -  -  

610 Community Planning 66,746 73,000 (6,254) -  -  -  

620 Corporate Communications 163,827 181,400 (17,573) -  -  -  

Totals 400,123 438,700 (38,577) -  -  -  

NET COST OF SERVICES 22,062,033 22,493,900 (431,867) (4,395,126) (4,506,800) 111,674 

Non Service Income and Expenditure

910 Capital Financing 1,194,000 1,194,100 (100) -  -  -  

920 Bank Interest -  -  -  (26,259) (26,000) (259)

930 Year End Transactions -  -  -  -  -  -  

940 District Rates & Grants -  -  -  (20,763,446) (20,497,900) (265,546)

Non Service Income and Expenditure 1,194,000 1,194,100 (100) (20,789,705) (20,523,900) (265,805)

Grand Totals 23,256,033 23,688,000 F (431,967) (25,184,831) (25,030,700) G (154,131)

BUDGETARY CONTROL REPORT

Period 5 - August 2018

Expenditure Income

By Income and Expenditure
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Explanation of Variance 
 
A Budgetary Control Report by Income and Expenditure by Directorate is shown on 
page 3 which analyses the overall favourable variance (£586,098 – box E on page 
2) as expenditure (£431,967 favourable – box F) and income (£154,131 favourable 
– box G).  
 
The overall Council favourable variance (586,908 – box E) can be summarised by 
the following table: - 
 

Type Variance 
£’000 

Comment 

Salary Costs (429.1) 
This is mainly due to a number of vacant posts 
which either are to be filled or are in the 
process of being filled. 

Repairs & 
Maintenance 

97.8  
More property maintenance and repairs than 
expected to date. 

Rates Income (292.0) Based on Q1 information from LPS 

Other Variances     36.4  Based on Q1 information from DfC 

   

Total (586.9) Box E 

 

Finance & Performance 
 
Expenditure - £83.9k (4.6%) better than budget to date. 

 
1. Finance & Performance HQ - £42.4k under budget. This is due to a vacant 

post which is in the process of being filled. 

2. Finance - £30.9k under budget. Payroll costs are £31.0k under budget to date 
due to a delay in resourcing the software implementation projects. Some of 
this under spend may be carried into the next financial year should this be 
necessary. 

3. Performance & Projects - £10.6k favourable. Payroll costs are £12.4k under 
budget to date due to a vacant post which is now being covered by agency. 

 

Organisational Development & Administration 
 
Expenditure - £76.6k (3.9%) better than budget to date. This favourable variance 
is mainly made up of the following: - 
 

4. Human Resources and Organisational Development - £4.9k favourable which 

mainly consists of: - 
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a. Payroll is £26.4k favourable. One post is being covered at no cost to 

Council and 2 administration posts have now been filled. 

b. Recruitment costs are £22.0k adverse. Two assessment centres have 

been required so far this year which were not budgeted for. 

5.  Administration & Customer Services - £75.3k favourable which mainly 

consists of: - 

a. Payroll is £59.0k favourable due to vacancies within Compliance 

(£41.1k) and Risk Management (£21.7k) which are in the process of 

being filled. 

b. Customer Services running costs are £14.1k better than budget to date 

mainly due to stationary, postage and training spend being less than 

expected to date. 

 

Chief Executive 
 
Expenditure - £38.6k (8.8%) better than budget to date. This favourable variance 
is mainly due to payroll costs being £31.8k less than budget to date due to vacant 
posts in Chief Executive’s Office and Corporate Communications. Most of Corporate 
Communications vacant posts are being covered by agency staff.   
 

Non-Service Income and Expenditure 
 
Income - £265.8k (1.3%) better than budget to date.  
 

6. The Council has been advised by LPS that, based on Quarter 1 information, 
the 2018/19 rates outturn may result in a positive finalisation of £291.6k.  The 
graph, below, illustrates the trend of previous years APP estimates and 
finalisations.  
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In addition, the Council’s estimated Quarter 1 2018/19 De-Rating Grant 
finalisation is indicating a clawback of £26.4k.  

 
 
RECOMMENDATION 
 
It is recommended that the Committee notes this report. 
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ITEM 5   
 

Ards and North Down Borough Council 

Report Classification Unclassified 

Council/Committee Corporate Services 

Date of Meeting 09 October 2018 

Responsible Director Chief Executive 

Responsible Head of 
Service 

Corporate Communications Manager  

Date of Report 01 October 2018 

File Reference CC/RS/18 

Legislation       

Section 75 Compliant  Yes     ☒         No     ☐        Other  ☐ 

If other, please add comment below:  

      

Subject Resident Survey 2018 - Results  

Attachments Residents' Survey Summary Results 

Residents' Survey Questions  

 
 
Following a procurement exercise, Council commissioned Social Market Research 
Ltd (SMR) to undertake a Residents’ Survey to gain an insight into satisfaction levels 
with Ards and North Down Borough Council.   
 
Fieldwork and a pilot survey were completed prior to the main survey, with the 
survey questionnaire revised accordingly.  A copy of the survey questions is included 
in Appendix A.  All interviews were conducted on a face-to-face basis (using 
Computer Assisted Personal Interviewing). Each resident was provided with a letter 
from the Council setting out the rationale for the survey as well as the names and 
contact details for the Council and SMR.   
 
At total of 1,035 interviews were conducted.  These were conducted using quota 
sampling with tightly controlled quotas applied for resident: age; sex; social class; 
and, location within the Borough.  
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Alongside this, an online version of the survey was made available on the Council’s 
website.  366 responses were received.  No quota sampling can be applied to these 
responses i.e. we have no details of the age; sex; social class; and, location of the 
respondent.  As is often the case online, not all the responses received were 
completed in full.  As such the responses have not been included as part of the main 
survey findings, but information relating to individual service areas has been shared 
with the relevant Head of Service for consideration.   
 
As per the brief, the survey provides feedback on the themes listed below: 
 

▪ insight into how our organisation is perceived by the community we serve 
▪ trust in the council 
▪ satisfaction with the local area 
▪ satisfaction with ‘key’ council services 
▪ responsiveness of the council 
▪ how informed residents feel 
▪ their perception of the value for money the council provides 

 
A summary of the headline findings is attached in Appendix B.  It is encouraging to 
note that residents report a high level of overall satisfaction with the Council – 83%.   
Areas for improvement include enhancing opportunities for consultation and tackling 
environmental issues at a local level e.g. addressing dog fouling and littering.   
 
Residents have identified attracting jobs, investment and the local economy as the 
top priority for the Council moving forward.      
 
These findings will be considered by Corporate Leadership Team, Heads of Service 
and Service Unit Managers to help inform service plans, the performance 
improvement plan and the new corporate plan.  For cross-Council issues, for 
example taking forward customer service and digital improvements, working groups 
involving representatives from all relevant services will take forward any appropriate 
actions.  Further progress reports will be brought to the relevant Council committee 
in due course.     
  
 
 

RECOMMENDATION 
 
It is recommended that the Committee notes the report.   



 

 
 

Resident Survey  
July 2018 

 

Questionnaire Draft (Final) 

 

 

 
 

 

 
 

 



X1. Sample point 

 

 

 

 

X2. Interviewer number 

 

 

 

 

 

Preamble:  INTERVIEWER READ OUT 

Good morning/afternoon/evening, my name is [NAME] from SMR an independent research 

agency. We are undertaking a resident survey on behalf of Ards and North Down Borough 

Council.   

 

The aim of the survey is to find out how residents feel about the Council and their local area. 

The Council is keen to listen to the views of local people on their satisfaction with Council 

services as well as how services can be further improved to meet local needs. 

 

The survey is anonymous and confidential and you or your household cannot be identified in 

anyway, and your views will be extremely valuable to the Council.   

 

You may withdraw or terminate this interview at any time you wish. 

 

X1.   Are you happy to participate in this survey?  

 

Yes  1 Go to A1 

No  2 Thank and close  

  



 

Section A:  Council Services 

 

 I want to start by asking you about your awareness and use of services provided by Ards and North 

Down Borough Council.  Please remember there are no right, or wrong, answers and the Council 

simply wants to better understand how much residents know about different services.   

  

A1. First, please say which of the following services do you believe are provided by Ards and North 

Down Council? SHOWCARD A – Code all mentioned  

 

Arts and Museums 1  

Building control 2  

Car parking 3  

Community services / centres 4  

Economic development 5  

Education 6  

Environmental health  

(food hygiene – scores on doors, water quality control, house safety visits etc.) 

7  

Health 8  

Leisure centres  9  

Licensing (e.g. dogs, gaming, entertainment etc.) 10  

Planning 11  

Play parks and open spaces 12  

Registration of births, deaths, marriages, civil partnerships 13  

Road maintenance  14  

Social housing 15  

Street cleansing 16  

Street Lighting 17  

Tourism  18  

Visitor information centres 19  

Waste and recycling services 20  

Waste water treatment works 21  

Don’t know  22  

 

A2. In the last 12 months have you used or visited any of the following Council provided services or 

facilities? SHOWCARD B – Single code for each option  

 

Arts and Museums 1  

Building control 2  

Borough cleansing service 3  

Car parking 4  

Community services / centres 5  

Economic development  6  

Environmental health (food hygiene - scores on doors, water quality control, house 

safety visits etc.) 

7  

Leisure centres  8  

Licensing (e.g. dogs, gaming, entertainment etc.) 9  

Planning 10  

Play parks and open spaces 11  

Registration of births, deaths, marriages, civil partnerships 12  

Tourism  13  

Visitor information centres 14  

Waste and recycling services 15  

Not used any of the above services 16  

 



  



A2A. Have you used or visited any additional council services in the last 12 months? (i.e. services 

not on the previous list) 

  

Yes 1 ➔ Go to A2B 

No 2 ➔ Go to A3 

 

A2B. Which other service (s) have you used or visited in the last 12 months? 

  

 

 

 

 ASKED FOR EACH SERVICES USED OR VISITED AT A2 AND A2B 

 

A3. How satisfied or dissatisfied were you with the service you received at each of the service centres 

you used or visited? SHOWCARD C – Single code  

  

Very satisfied 1 

Satisfied 2 

Neither satisfied nor dissatisfied 3 

Dissatisfied 4 

Very dissatisfied 5 

Don’t know 6 

 

Arts and Museums 1  

Building control 2  

Borough cleansing service 3  

Car parking 4  

Community services / centres 5  

Economic development  6  

Environmental health (food hygiene – scores on doors, water quality control, house 

safety visits etc.) 

7  

Leisure centres  8  

Licensing (e.g. dogs, gaming, entertainment etc.) 9  

Planning 10  

Play parks and open spaces 11  

Registration of births, deaths, marriages, civil partnerships 12  

Tourism  13  

Visitor information centres 14  

Waste and recycling services 15  

Other service used or visited 16  

 

  

  



ASKED FOR EACH SERVICE FLAGGED 4 (DISSATISFIED) OR 5 (VERY DISSATISFIED) AT A3 

 

A4. Why were you dissatisfied or very dissatisfied with this service? (Answer as appropriate) 

 

 Reason for 

dissatisfaction 

Arts and Museums  

Building control  

Borough cleansing service  

Car parking  

Community services / centres  

Economic development   

Environmental health  

(food hygiene - scores on doors, water quality control, house safety visits etc.) 

 

Leisure centres   

Licensing (e.g. dogs, gaming, entertainment etc.)  

Planning  

Play parks and open spaces  

Registration of births, deaths, marriages, civil partnerships  

Tourism   

Visitor information centres  

Waste and recycling services  

Other service used or visited  

 

 The next few questions are about recycling.   

 

A5. How would you rate your level of commitment to recycling? (Select one only) 

 SHOWCARD D – Single code 

 

Very high 1 

High 2 

Medium 3 

Low 4 

Very low 5 

 

A6. How confident are you that you put all your different materials / waste in the right bins?  

 SHOWCARD E – Single code 

 

Very confident 1 

Confident 2 

Not very confident 3 

Not at all confident 4 

 

A7. What do you feel is the single biggest barrier to residents’ recycling more? 

 

 

 

 

  



Section B:  Contact with the Council 

 

I now want to ask you about your experience of contacting the Council and general 

communication with the Council.   

 

B1. In the last 12 months have you contacted or made an enquiry to the Council face-to-face, by 

phone, email, social media or any other way? SHOWCARD F - Select all that apply 

 

Yes, face-to-face 1 ➔ Go to B2 

Yes, by phone 2 ➔ Go to B2 

Yes, by email 3 ➔ Go to B2 

Yes, by social media 4 ➔ Go to B2 

Yes, (other – please specify) 5 ➔ Go to B2 

No 6 ➔ Go to B5 

 

 IF MORE THAN ONE FORM OF CONTACT AT B1 ASK B2 ELSE GO TO B3 

B2. Was your most recent contact by face-to-face, phone, email, social media or some other way?  

SHOWCARD G – Single code only  

 

Face-to-face 1 

Phone 2 

Email 3 

Social Media 4 

Other (please specify) 5 

 

B3. How would you rate your experience of your most recent contact?  

SHOWCARD H – Single code only   

 

Excellent 1  

➔ Go to B5 Good 2 

Fair 3 

Poor 4 ➔ Go to B4 

Very poor 5 

 

B4. Why do you say that? 

 

 

 

 

B5. Is your home connected to broadband? (Select one only) 

 

Yes 1 

No 2 

 

I now want to ask you about broadband, the internet and going online. 

 

B6. How would you rate the quality of broadband coverage where you live?   

SHOWCARD I – Single code only   

 

Excellent 1 

Good 2 

Fair 3 

Poor 4 

Very poor 5 

[Don’t know] 6 



 

 

B7. How often do you use the internet / go online?   

SHOWCARD J – Single code only   

 

At least daily 1 

Every few days 2 

Weekly 3 

Fortnightly 4 

Less often 5 

Never 6 

 

B7A. How often do you use mobile phone apps?   

SHOWCARD K – Single code only   

 

At least daily 1 

Every few days 2 

Weekly 3 

Fortnightly 4 

Less often 5 

Never 6 

 

B8. Do you use any of the following social media platforms?  

SHOWCARD L – Code all that apply    

 

Facebook 1  

Twitter 2 

Instagram 3 

Don’t use any of these social media platforms 4 

 

B9. In the last 12 months have you visited the Council’s website? Single code only 

 

Yes 1 ➔ Go to B10 

No 2 ➔ Go to B15 

 

B10. Why did you visit the website?  

SHOWCARD M – Code all that apply    

 

Get information on a council service 1  

Opening times for a service (e.g. civic amenity site, leisure centre etc.) 2 

Find out about an event 3 

Get contact details of someone in the Council 4 

Get contact details of your local councillor 5 

Other (please specify) 6 

 

  

  



ASK B11 IF ‘1’ or ‘2’ FLAGGED AT B10 ELSE GO TO B12 

B11. When you visited the council’s website, which service (s) were you looking for information about?  

 SHOWCARD N – Code all that apply  

 

  

Arts and Museums 1  

Building control 2  

Borough cleansing service 3  

Car parking 4  

Community services / centres 5  

Economic development  6  

Environmental health (food hygiene – scores on doors, water quality control, house safety 

visits etc.) 

7  

Leisure centres  8  

Licensing (e.g. dogs, gaming, entertainment etc.) 9  

Planning 10  

Play parks and open spaces 11  

Registration of births, deaths, marriages, civil partnerships 12  

Tourism  13  

Visitor information centres 14  

Waste and recycling services 15  

Other service (please specify) 

 

16  

Don’t know / can’t remember 17  

 

B12. Were you able to find the information you were looking for? Single code only  

 

Yes 1 

No 2 

 

B13. Overall how satisfied or dissatisfied were you with the Councils website?   

 SHOWCARD O – Single code only  

 

Very satisfied 1 ➔ Go to B15 

Satisfied 2 ➔ Go to B15 

Neither 3 ➔ Go to B15 

Dissatisfied 4 ➔ Go to B14 

Very dissatisfied 5 ➔ Go to B14 

Don’t know 6 ➔ Go to B15 

 

B14. Why are you dissatisfied? 

 

 

 

B15. The Council is continually reviewing how it provides services to residents.  How supportive or 

unsupportive would you be of the Council making more of its services available online (e.g. 

registration of births, deaths, marriages, getting dog licences etc.)?   

 SHOWCARD P – Single code only 

 

Very supportive 1 ➔ Go to B17 

Supportive 2 ➔ Go to B17 

Not very supportive 3 ➔ Go to B16 

Not at all supportive 4 ➔ Go to B16 

Don’t know 5 ➔ Go to B17 

 



 

 

B16. Why do you say that? 

 

 

 

 

B17. How likely is it that you personally would engage in online transactions to avail of council services? 

  SHOWCARD Q – Single code only 

 

Very likely 1 

Likely 2 

Not very likely 3 

Not at all likely 4 

Don’t know 5 

 

B18. Are their alternative ways that you would like to access Council services?    

 SHOWCARD R – Code all that apply    

 

Improved online services 1 

Extended opening hours 2 

Availability of services outside of hours 3 

Local one-stop-shops 4 

More use of mobile phone apps 5 

Other (please specify) 6 

No 7 

Don’t know 8 

 

Section C:  Communication and Perception 

 

 I now want to ask you about getting information on Council services and communication with the 

Council generally. 

 

C1. How easy or difficult do you find getting information on Council services or initiatives? 

SHOWCARD S – Single code only   

 

Very easy Easy Difficult Very difficult (Don’t know) 

1 2 3 4 5 

 

C2. Looking to the future, what are the best ways for the Council to communicate with you to let you 

know what is going on across the Council?  

 SHOWCARD T – Please rank your top 3 in order of importance.   

 

 Rank 1 Rank 2 Rank 3 

Council newsletter (Borough Magazine) 1 1 1 

Council website 2 2 2 

Email 3 3 3 

Events 4 4 4 

Facebook 5 5 5 

Instagram 6 6 6 

Leaflets 7 7 7 

Letter 8 8 8 

Local newspapers 9 9 9 

Mobile phone apps 10 10 10 

Radio 11 11 11 



SMS messaging 12 12 12 

Twitter 13 13 13 

Other Social Media (please specify)  14 14 14 

Other (please specify) 15 15 15 

C3. From time to time the Council undertakes consultations with residents regarding the provision of 

particular services.  Have you ever taken part in a council consultation?   

 SHOWCARD U – Single code only  

 

Yes, in the last 12 months 1 ➔ Go to C4 

Yes, more than a year ago 2 ➔ Go to C4 

No 3 ➔ Go to C7 

Don’t know / can’t remember 4 ➔ Go to C8 

 

C4. Thinking about the most recent consultation you took part in, what was this about? DO NOT PROMPT 

RESPONDENT – Single code only 

  

Arts and Heritage 1 

Good relations 2 

Greenways Routes 3 

Naming of Ards Leisure Centre 4 

Other (please specify) 5 

 

C5. How would you rate your experience of taking part in the most recent Council consultation you took 

part in? SHOWCARD V – Single code only   

 

Excellent 1 ➔ Go to C8 

Good 2 ➔ Go to C8 

Fair 3 ➔ Go to C8 

Poor 4 ➔ Go to C6 

Very poor 5 ➔ Go to C6 

 

C6. Why do you say that? 

 

 

➔ Go to C8 

  

C7. Why have you not participated in any Council consultation events in the last 12-months? 

 SHOWCARD W – Code all that apply    

   

Unaware of any council consultations 1 

No interest 2 

Aware of consultations but not invited to participate 3 

Do not see the value of council consultations 4 

Taking part is too difficult 5 

Other (please specify) 6 

 

C8.  If the Council is running a consultation in the future, how would you like the Council to consult with 

you? SHOWCARD X – Code all that apply    

 

Public meetings 1 

Online 2 

Council newsletter (Borough Magazine) 3 

Letter 4 

Focus groups 5 

Surgeries (e.g. where you can go along and get information or advice) 6 



Other (please specify) 7 

 

 

 

 

C8A. Of the different ways you said you would like the Council to consult with you, which of these do you 

feel would be best for you?’ (Select one only) 

 

Public meetings 1 

Online 2 

Council newsletter (Borough Magazine) 3 

Letter 4 

Focus groups 5 

Surgeries (e.g. where you can go along and get information or advice) 6 

Other (please specify) 7 

 

C9. Overall, how well informed do you think the Council keeps residents about the services and benefits 

its provides? SHOWCARD Y – Single code only   

 

Very well 

informed 

Fairly well 

informed 

Not very well 

informed 

Not well 

informed at all 
(Don’t know) 

1 2 3 4 5 

 

C10. Overall, how satisfied or dissatisfied are you with the level of engagement the Council offers to local 

residents? READ ALOUD TO ALL RESPONDENTS: By engagement we mean giving local people 

information about the council, asking them for their views and giving them a direct say in decision-

making. SHOWCARD Z – Single code only   

 

Very satisfied 1 ➔ Go to C12 

Satisfied 2 ➔ Go to C12 

Neither 3 ➔ Go to C12 

Dissatisfied 4 ➔ Go to C11 

Very dissatisfied 5 ➔ Go to C11 

Don’t know 6 ➔ Go to C12 

 

C11. Why are you dissatisfied? 

 

 

 

 

C12. If Ards and North Down Borough Council were a person, what single word or phrase would 

you use to describe its personality? 

 

 

 

 

C13. Please say if you agree or disagree with the following statement: 

 

‘Given the range of services provided to residents, Ards and North Down Borough Council 

provides good value for money’ SHOWCARD AA – Single code only   

 

Strongly agree 1 

Agree 2 

Neither agree nor disagree 3 

Disagree 4 



Strongly disagree 5 

[Don’t know] 6 

 

  



Section D:  Council Priorities and the Council as a Place to Live 

  

 Thank you for your patience.  We are more than half way through the survey and I now want to ask 

you about Council priorities.  I also want to ask you about your local area as a place to live. 

 

D1. Of the following, please rank in order of importance what you feel should be the top 3 priorities for 

the Council.  SHOWCARD BB – Rank top 3 priorities  

 

 Rank 

1 2 3 

Attracting jobs, investment and local economy    

Recycling of household waste    

Ensuring annual rate increases are kept at or below inflation    

Improving people’s health and wellbeing through access to leisure facilities,  

open spaces and arts and heritage initiatives  

   

Improving safety, reducing crime and anti-social behaviour    

Improving skills and employability of local people    

Making the Council area cleaner and more attractive    

Making the Council area more sustainable (reducing waste, increased recycling etc.)    

Providing community support    

Regenerating the towns and villages    

Tourism / promoting the Council area    

Other (please specify) 

 

   

 

D2. Overall, how satisfied or dissatisfied are you with your local area as a place to live?   

[Please consider your local area to be the area 15-20 minutes walking distance from your 

home] SHOWCARD CC – Single code only   

 

Very satisfied 1 ➔ Go to D4 

Satisfied 2 ➔ Go to D4 

Neither 3 ➔ Go to D4 

Dissatisfied 4 ➔ Go to D3 

Very dissatisfied 5 ➔ Go to D3 

Don’t know 6 ➔ Go to D4 

 

D3. Why are you dissatisfied? 

 

 

 

 

D4.  Overall how satisfied or dissatisfied are you with the borough of Ards and North Down 

Borough as a place to live? SHOWCARD CC – Single code only   

 

Very satisfied 1 ➔ Go to D6 

Satisfied 2 ➔ Go to D6 

Neither 3 ➔ Go to D6 

Dissatisfied 4 ➔ Go to D5 

Very dissatisfied 5 ➔ Go to D5 

Don’t know 6 ➔ Go to D6 

 

D5. Why are you dissatisfied? 

 

 

 



 

D6. Overall and taking everything into consideration, how satisfied or dissatisfied are you with Ards and 

North Down Borough Council?   SHOWCARD CC – Single code only   

 

Very satisfied 1 ➔ Go to D8 

Satisfied 2 ➔ Go to D8 

Neither 3 ➔ Go to D8 

Dissatisfied 4 ➔ Go to D7 

Very dissatisfied 5 ➔ Go to D7 

Don’t know 6 ➔ Go to D8 

 

D7. Please say why you are dissatisfied? 

 

 

 

D8. If there was one single thing or area you would like to see the Council improving on, what would this 

be? 

 

 

 

D9. Are any of the following a problem in your local area?   

SHOWCARD DD – Single code for each statement 

   

 
Major 

problem 

Minor 

Problem 

Not a 

problem 

Car crime and unsafe driving 1 2 3 

Dog mess and fouling 1 2 3 

Dogs barking  1 2 3 

Groups hanging around the streets 1 2 3 

Noisy neighbours or loud parties 1 2 3 

People being drunk or rowdy in public places 1 2 3 

People using or dealing drugs 1 2 3 

Rubbish or litter lying around 1 2 3 

Run down or derelict properties  1 2 3 

Stray / uncontrolled dogs 1 2 3 

Vandalism, graffiti and other deliberate damage to property or 

vehicles 

1 2 3 

 

D9a. Are there any other problems with crime or anti-social behaviour in your local area? 

 Single code only   

 

Yes 1 ➔ Go to D9b 

No 2 ➔ Go to D10 

 

D9b. Which other crime or anti-social behaviour problems are there in your local area? 

  

 

 

D10. How would you rate the reputation of Ards and North Down Borough Council?   

SHOWCARD EE – Single code only 

 

Excellent 1 

Good 2 

Fair 3 

Poor 4 



Very poor 5 

Don’t know 6 

 

 

Section E:  Demographic and Monitoring Questions  

Finally, in this final part of the survey I will ask you some questions about yourself.   

 

E1. Are you...? (Select one only)  

 

Male Female 

1 2 

 

E2. What age are you?  INTERVIEWER RECORD AGE: 

 

 

 

E3. What is your marital status? SHOWCARD  FF – Single code only   

  

Single (never married and never registered as a same-sex civil partnership) 1 

Married or in a registered same-sex civil partnership 2 

Living together, as if you are married or in a registered same-sex civil partnership 3 

Separated (but still legally married or in a registered same-sex civil partnership) 4 

Divorced or formerly in same-sex civil partnership which is now legally dissolved 5 

Widowed or surviving partner from a same-sex civil partnership 6 

Prefer not to say 7 

 

E4 .  Now, can I ask you a few questions about your health? 

 

Yes  1 ➔ Go to E5 

No  2 ➔ Go to E8 

 

E5. Are your day-to-day activities limited because of a health problem or disability which has 

lasted, or is expected to last, at least 12 months?  Include problems related to old age.   

READ OUT - Single code only   

Yes, limited a lot 1 ➔ Go to E6 

Yes, limited a little 2 ➔ Go to E6 

No 3 ➔ Go to E7 

Prefer not to say 4 ➔ Go to E7 

 

E6. Please say how this disability affects you.  DO NOT PROMPT – Code all mentioned  

 

Physical Disability 1 

Hearing Impairment  2 

Sight Impairment  3 

Mental Health condition 4 

Learning Disability 5 

Long Standing illness  6 

Other (please specify) 

 

7 

Prefer not to say 8 

 

E7.    Now can I ask you a few questions about your religious beliefs?  

 



Yes  1 ➔ Go to E8 

No  2 ➔ Go to E10 

  

 

 

 

 

E8. Please indicate your community background. SHOWCARD GG – Single code only 

 

 

 

 

 

 

E9.   Please state your religious denomination. SHOWCARD HH – Single code only  

 

No religion 1 

Christian 2 

Buddhist 3 

Hindu 4 

Jewish 5 

Muslim 6 

Sikh 7 

Other religion (please specify) [pop up box] 8 

 

E10. How would you describe your national identity? Single code only   

 

British 1 

Irish 2 

Northern Irish 3 

English 4 

Scottish 5 

Welsh 6 

Other (please specify) [pop up box] 7 

 

E11. What is your ethnic group?  SHOWCARD II – Single code only 

 

White 1 

Chinese 2 

Irish Traveller 3 

Indian 4 

Pakistani 5 

Bangladeshi 6 

Black Caribbean 7 

Black African 8 

Black Other 9 

Mixed ethnic group (please specify) [pop up 

box] 

10 

 

E12.     Do you have dependants or caring responsibilities for family members or other persons? 

(Select one only) 

 

 

 

E13. Please indicate which of the following caring responsibilities you have.  

I am a member of the Protestant community 1 

I am a member of the Roman Catholic community 2 

I am not a member of either the Protestant or the Roman Catholic 

communities 
3 

Yes 1 ➔ Go to E13 

No 2 ➔ Go to E14 



(Code all that apply)  

 

A child or children 1 

A person with a disability 2 

An elderly person 3 

Other (please specify) [pop up box] 4 

 

 

E14. Are you currently.? SHOWCARD JJ – Single code only 

 

Employed full-time 1 

Employed part-time 2 

Unemployed 3 

Self-employed 4 

Full-time homemaker 5 

Retired 6 

Still studying 7 

Disabled or too ill to work 8 

Prefer not to say 9 

 

E15. What is the occupation of the chief income earner in your household?  

INTERVIEWER RECORD OCCUPATION 

 

 

 

 

E16. INTERVIEWER RECORD SEG OF CHIEF INCOME EARNER: (Select one only) 

 

A B C1 C2 D E 

1 2 3 4 5 6 

 

E17. What is the highest level of education qualifications you have obtained?  

SHOWCARD KK – Single code only 

 

Degree or higher degree 1 

Higher education qualification below degree level 2 

A-levels (or equivalent) 3 

ONC/BTEC 4 

O-level or GCSE equivalent (Grade A-C) 6 

O-level or GCSE (Grade D-G) 7 

No formal qualifications 8 

Other (please specify) [pop up box] 

 

9 

Prefer not to say 10 

 

INTERVIEWER NOTE: PASS TABLET TO RESPONDENT AND ASK THEM TO SELF COMPLETE NEXT 

QUESTIONS 

 

E18. Are you happy to answer a question about your sexual orientation? This information is 

anonymous, and you cannot be identified in any way.   

 

 

E19.   Is your sexual orientation towards someone of...?  CODE ONE ONLY  

Yes 1 ➔ Go to E19 

No 2 ➔ Go to TEXT BEFORE E20 



 

The same sex 1 

Different sex 2 

Both sexes 3 

Not sure 4 

Other (WRITE IN) 5 

Refused 6 

 

NEW SCREEN 

THANK YOU – NOW PLEASE PASS THE TABLET BACK TO THE INTERVIEWER 

 NEW SCREEN 

E20. Some other Councils across the UK have set up ‘citizen’s panels’.  A citizen’s panel involves a 

group of residents coming together to take part in research and consultation with the 

Council on a regular basis.  Panel members might fill in questionnaires, attend discussion 

groups and take part in other events. The topics discussed vary but generally revolve around 

local issues and council services.   

 

 How interested are you in taking part in a ‘citizen’s panel’? SHOWCARD LL – Single code only 

 

Select one only 

 

Very interested 1 ➔ Go to E21 

Interested 2 ➔ Go to E21 

Not very interested 3 ➔ Thank and Close 

Not at all interested 4 ➔ Thank and Close 

 

E21. As the survey is anonymous and confidential, please provide your contact details if you 

would like the Council to contact you about taking part in a ‘citizen’s panel’.  None of your 

personal details or survey responses you have already provided will be connected or 

attributed to you as an individual.  

 

Name  

Contact phone number  

Contact email  

 

CLOSE AND THANK RESPONDENT 
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The report presents the findings from a survey of residents of Ards and North Down Borough 

Council. The survey was undertaken in July 2018 and is based on a representative sample 

of 1035 residents covering all areas of the Borough.  The survey was conducted on a face-

to-face basis and accordance with the ISO20252 Standard.   

 

Key Conclusions 

 

▪ Residents report a high level of satisfaction with the Council, with the Council scoring 

significantly better that the average for all GB Councils.  This high level of satisfaction 

is further evidenced by high levels of satisfaction for specific services, with the 

overwhelming majority of residents having used a Council service in the last 12 

months; 

 

▪ A significant number of residents’ report having had contact with the Council, and 

regardless of the type of contact (e.g. phone, face to face etc.), their contact 

experience has been a positive one. ; 

 

▪ The Council website is an important resource for residents with those using it doing so 

to either get information on a Council service or opening times.  In the overwhelming 

majority of cases residents using the website are able to find the information they are 

looking for with residents also reporting a high level of satisfaction with the website; 

 

▪ The survey has found a high level of internet use among residents with most using 

social media platforms as well as mobile phone apps.  It should be reassuring for the 

Council that most residents are supportive of the Council making more services 

accessible online.  Although a majority of residents indicate that they are likely to 

engage in online transactions to avail of Council services, there are some groups of 

residents (e.g. older residents and those with a disability) who are more resistant to 

any potential changes in this area; 

 

▪ The evidence from this survey shows that resident participation in Council 

consultations is limited.  Moving forward, residents most commonly would prefer for 

the Council to engage with them using online approaches, although the Council 

newsletter is the preferred option for the Council communicating with them to let 

them know what is going on across the Council; 

 

▪ Relative to other Councils in GB, residents in Ards and North Down reported a 

significantly higher level of satisfaction with how the Council engages with them, 

with most of the view that the Council keeps them well informed about the services 

and benefits it provides.  This positive sentiment is consistent with overall perception 

of the Council (‘busy’, ‘good’, ‘helpful’ etc.), with most giving a positive response 

when asked about the Council’s overall reputation, and the Council providing value 

for money; 

 

▪ Finally, residents are positive in their assessment of their local area as a place to live 

(significantly higher than the GB average), with attracting jobs, investment and the 

local economy seen as the top priority for the Council moving forward.  However, set 

aside this there is a significant number of residents reporting problems associated 

with dog fouling and litter in their local area. 

 

 

 

 

 

 

 

 



Ards and North Down Borough Council: Residents’ Survey (2018) 

www.socialmarketresearch.co.uk 3 

 

Findings 

 

Overall Satisfaction 

 

▪ 83% of residents are satisfied with the Council overall, with 15% neither satisfied nor 

dissatisfied, 1% dissatisfied and 2% answering ‘don’t know’; 

 

▪ The most common suggestions for Council improvement included: cleaner streets, 

parks and paths (9%); regular upkeep of green areas [7%] (e.g. grass, weeds, hedges 

etc.); and, reducing or lowering rates (4%).   

  

Awareness of Council Services 

  

▪ 84% of residents were aware that the Council provides waste and recycling services, 

with similarly higher numbers aware that the Council is responsible for play parks and 

open spaces (78%), licensing (78%) and leisure centres (76%); 

 

▪ Economic development services (40%) and visitor information centres (46%) recorded 

the lowest levels of resident awareness; 

 

▪ 62% of residents incorrectly believe that the Council is responsible for street lighting, 

with more than half believing that the Council is responsible for road maintenance 

(56%); 

 

▪ Out of the 21 service areas (both Council and non-Council provided) listed in the 

questionnaire, residents correctly listed 13 on average (i.e. correctly said that the 

specific service is provided either by the Council or another provider). 

 

Use of Council Services 

 

▪ 90% of residents had used at least one Council service in the last 12 months; 

 

▪ The most commonly used Council services in the last 12 months included: waste and 

recycling services (57%); play parks and open spaces (51%); carparking (49%); and, 

leisure centres (43%); 

 

▪ 1% of residents had used the Council’s economic development service, with 3% 

having used the Council’s building control service; 

 

▪ On average, residents used 3.4 Council services in the last year with particular groups 

of residents significantly more likely to have used services (e.g. those aged 35-59). 

 

Satisfaction with Council Services 

 

▪ Residents using Council services reported relatively high levels of satisfaction, with the 

highest level of satisfaction recorded for environmental health (100%), with a relatively 

lower level of satisfaction recorded for building control (74%); 

 

Recycling 

 

▪ 69% rated their commitment to recycling as high, 24% as medium and 7% as low; 

 

 

▪ 83% of residents said they are confident that they put different waste materials in the 

right bins, with 17% saying they are not confident they do so; 
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▪ Laziness (15%) and a lack of information on when to leave out recycling bins or what 

to put in bins (10%), were seen by residents as the single biggest barriers to residents’ 

recycling more. 

 

Contact with the Council 

 

▪ 28% of residents had contacted or made an enquiry to the Council in the last 12 

months, with phone contact accounting for approximately two out of three (64%) 

contacts; 

 

▪ 87% rated their most recent contact as either ‘excellent’ or ‘good’, 11% ‘fair’ and 3% 

‘poor’. 

 

Broadband and Online Activity 

 

▪ 88% of residents said their home is connected to broadband; 

 

▪ 80% of those connected to broadband rated the quality of coverage as ‘excellent’ or 

‘good’; 

 

▪ 72% use the internet daily, with most (65%) using mobile phone apps at least daily and 

69% using Facebook daily. 

 

Council Website 

 

▪ 24% had visited the Council website in the last 12 months, with the most common 

reasons for doing so including: getting information on a Council service (56%) and to 

find out about opening times (44%); 

 

▪ 44% of those visiting the Council website to get information on services did so to get 

information on waste and recycling services, 20% to get information on leisure centres 

and 13% for licencing related information; 

 

▪ 96% were able to find the service-related information they were looking for; 

 

▪ 94% of visitors to the website were satisfied with it. 

 

More Council Services being Available Online and Other Options 

 

▪ 78% are supportive of the Council making more of its services available online, with 

69% saying they would be likely to engage in online transactions to avail of Council 

services; 

 

▪ 26% were supportive of the Council improving accessibility to services via one-stop-

shops, 24% suggested improved online services and 23% suggested that Council 

services could be more accessible if they were available outside of normal hours. 

 

Consultations, Communication, Perception and Engagement 

 

▪ 3% had taken part in Council consultations, with most of those who did rating their 

experience as either ‘excellent’ or ‘good’; 

 

▪ 46% would like the Council to consult with them in the future using online methods, 

with 26% preferring the Council newsletter and 11% by letter; 

 

▪ 74% said they find it easy to get information on Council services or initiatives, with 3% 

finding it difficult and 23% answering ‘don’t know’; 
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▪ 37% ranked the Council newsletter as the best way for the Council to communicate 

with them to let them know what is going on across the Council followed by the 

Council’s website (21%); 

 

▪ 76% believe the Council keeps residents well informed about the services and benefits 

it provides; 

 

▪ 69% are satisfied with the level of engagement the Council offers local residents; [note 

that the comparative figure for all GB Councils is 46%]; 

 

▪ Thinking of the Council as a person, residents most commonly used the following terms 

to describe its personality: ‘busy’; ‘good’; ‘helpful’; friendly’; ‘OK’; ‘working’; and, 

‘useful’; 

 

▪ 66% rated the reputation of the Council as either excellent or good, 23% as fair and 

2% as poor. 

 

Value for Money 

 

▪ 58% believe that ‘given the range of services provided to residents, Ards and North 

Down Borough Council provides good value for money’.   

 

Council Priorities 

 

▪ Attracting jobs, investment and the local economy was identified by residents as the 

top ranked priority for the Council (35%), followed by ensuring annual rate increases 

are kept at or below inflation (15%), and improving people’s health and wellbeing 

through access to leisure facilities, open spaces and arts and heritage initiatives (11%); 

 

Council Area as a Place to Live 

 

▪ 93% said they are satisfied with their local area as a place to live; 

 

▪ 92% said they are satisfied with the Council area as a place to live; 

 

▪ 58% of residents said dog mess and fouling is a problem in their local area, 41% said 

rubbish and littering lying around is a problem, and 33% said that groups hanging 

around the streets is a problem.   
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ITEM 6  
 

Ards and North Down Borough Council 

Report Classification Unclassified 

Council/Committee Corporate Services Committee 

Date of Meeting 09 October 2018 

Responsible Director Director of Organisational Development and 
Administration 

Responsible Head of 
Service 

Head of Administration 

Date of Report 24 September 2018 

File Reference ADM46 

Legislation       

Section 75 Compliant  Yes     ☒         No     ☐        Other  ☐ 

If other, please add comment below:  

      

Subject Armistice Day Working Group 

Attachments Minutes of Meeting of Armistice Working Group held on 
11 September 2018 

 
Please see attached Minutes of the Meeting of the Armistice Working Group held on 
11 September 2018. 
 
Kilmood Centenary Bells Initiative 
Members are asked to note that the date of the Kilmood Centenary Bells dedication 
service has since been changed to Friday, 9 November 2018 at 4.00pm. 
 

RECOMMENDATION 
 
It is recommended that the Minutes and the information contained therein be 
adopted and that members note the change of date of the above event. 
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Armistice Day 2018 Working Group 
Council Chamber, Church Street, Newtownards 

Tuesday, 11 September 2018 at 10.30 am 
 
Present: 
Councillor Trevor Cummings  Chairman 
Alderman Wesley Irvine 
Alderman Marion Smith  
Alderman Bill Keery 
Liz Brown Reserve Forces Cadet Association 
Wendy Swanston Director of OD & Admin 
Amanda Martin  Head of Administration  
Jeanette Wilson  Democratic Services Manager 
Pamela Beatty Communications Officer 
Jack Harper  Royal British Legion 
Robert McCutcheon Royal British Legion 
Major Stephen Montgomery 38th Irish Brigade 
Rev Alan Craig Clergy Fellowship 
 
Sharon Armstrong Minute Taker 
 
1. Welcome  
In the absence of the Chairman the Director of OD & Admin was asked to take the 
Chair.  She welcomed members to the meeting of the Armistice Day 2018 Working 
Group and asked for introductions. 
 
Apologies: 
Councillor Roberta Dunlop, Councillor Andrew Muir, Jan Nixey, Wendy Smith, 
Sharon Mahaffy, Rosemary Richardson John McConnell, Kirsty Dunlop, Wing 
Commander Tara Scott, Carol Walker, Martin Keery, Amanda Milligan, Lola 
Armstrong and Stephanie McMullan.  Councillor Trevor Cummings for lateness. 
 
2. Minutes of Meeting dated 5 June 2018 
All agreed the Minutes were a true record of the meeting. 

 
3. Presentation from Liz Brown, Reserve Forces Cadet Association. 

Mrs Brown gave an update on the role of the new Veterans’ Support Office 

embedded within the Reserve Forces and Cadets Association in Belfast.    The role 

of the Veterans’ Support Office Northern Ireland (VSO NI) is to strengthen links 

across local government, other statutory bodies and the charitable sector, and 

deliver a programme of activities to build capacity and maximise delivery of the 

Armed Forces Covenant (AFC) in Northern Ireland.   The VSO NI will obtain strategic 

guidance from The Confederation of Service Charities (Cobseo) to become the 

representative body interfacing with Local Authorities (LAs), regional government, 

and the voluntary and community sector.  It will be embedded in the NI Reserve 

Forces and Cadets Association (RFCA) and will benefit from that organisation’s 

leading role facilitating non-statutory support to veterans and enabling engagement 

to each of NI’s eleven LAs and other organisations.   
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Primary tasks for the VSO NI are to fund a programme of activities to disseminate 
information about the AFC more widely, deepen engagement with the full range of 
statutory, voluntary and community organisations, and provide a programme of 
training and information for Veterans Champions in order to provide an increased 
network of services for veterans. The office provides administrative support for the 
Northern Ireland Veterans’ Support Committee (NIVSC), which coordinates the 
activities of the leading Service charities together with other voluntary organisations 
and 38 (Irish) Brigade. 
 
Mrs Brown requested that members of the committee spread information widely 
about the availability of the AFC Trust Fund, particularly the availability of the Local 
Community grants (open for bids all year round) and the Armistice and Armed 
Forces Communities Programme (open until 1 Oct 18).  The mechanism for applying 
to this fund was recorded in previous minutes but Mrs Brown offered her help to any 
community organisation wishing to apply. Her details are : 
Liz Brown 
Covenant Programme Manager 
Veterans’ Support Office (NI) 
Direct Line: 02895 216784 
Mobile: 07534 656823 

Email: ni-vso@rfca.mod.uk or ni-vso@rfca.org.uk 
 
Councillor Cummings joined the meeting and took the Chair at 10.45am. 
 
4. National Update (all partners) 
Major Montgomery advised that numerous requests had been received for military 
personnel to attend events over the Remembrance period which, where possible, 
would be accommodated on a volunteer basis.  He added that all events continued 
to be tracked with the main event being the service at St Anne’s Cathedral.  The 
Chairman queried if NI Office had taken over responsibility but Major Montgomery 
confirmed that it remained with the Centenary Committee. 
 
Mr McCutcheon congratulated all concerned with the Veteran’s Day event in June 
which had been a huge success.  He advised that he had been liaising relevant 
Council sections and all works in connection with war memorials were on schedule. 
 
Mr Harper advised that whilst the RBL was not organising a National Memorial 
event, it had been proposed that a “Lights On” event be arranged for 7.00pm on 
11.11.18 at every War Memorial when people would be encouraged to gather and 
light up a torch / phone / light.  Four years ago the “Lights Out” commemoration took 
place so this year it would be “Lights On”.  Mr McCutcheon asked if Officers could 
ensure that lights at Council War Memorials be turned on at this time (i.e. not rely on 
timers).  The Head of Administration confirmed to Alderman Smith, in response to an 
enquiry, that the usual Council buildings (Ards Arts Centre and McKee Clock) would 
be lit up red over the Remembrance weekend.   
 
Whilst not at the meeting Amanda Milligan, NIEA (Grey Point Fort) advised by e mail 
that NIEA were organising an event for 10th November and a “Day of Reflection” 
service on Sunday 11th November.  This event will include a service, a tour of the 

mailto:ni-vso@rfca.mod.uk
mailto:ni-vso@rfca.org.uk
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trenches, a Living history and firing the guns.  They were also considering lighting 
beacons at Grey Pont as well as some other key sites across the country. 
 
Rev Alan Craig advised that he had no further updates. 
 
5. Council Update 
The Head of Administration updated members on the progress of the projects the 
Council was undertaking as detailed below: 
 
Veterans’ Day – Friday, 15 June 2018 - Newtownards 
All agreed that this event was a great success and Mr McCutcheon commended all 
involved.  Meetings will soon commence to plan the 2019 event. 

RAF 100 
Unfortunately the provisional date of 11 October 2018, for an event to mark RAF 
100, did not suit the RAF.  A civic reception/dinner is now scheduled for Thursday, 1 
November 2018 in Town Hall, The Castle, Bangor, with Air Vice Marshal Niven 
presenting on the 100 year history of the RAF.  Wing Commander Tara Scott has 
undertaken to research local connections (local people who have contributed 
significantly to the RAF story).  It is proposed that Lady Rose Lauritzen be invited to 
the reception as a guest and, if she is agreeable, to talk about her grandfather who 
was Secretary of State for Air in the 1930s.  The Polish Consul and Maciek Bator, 
Founder & Programme Director at For Your Freedom and Ours C.I.C. will also be 
invited as guests and potentially invited to be part of the Programme, given the 
contribution made by Polish Airmen in the Borough during the second World War. 
 
Armistice Day – Remembrance Sunday, 11 November 2018 
As well as the special RBL services planned at each of the War Memorials on 
Remembrance Sunday, the Council is participating in the national call to light 
beacons, “The Battle’s Over – A Nation’s Tribute”.  Three beacons are to be lit at 
7pm on 11 November 2018 at (1) Town Hall, The Castle, Bangor; (2) Scrabo Tower, 
Newtownards; and (3) Burr Point, Ballyhalbert.  Local people have been invited to 
submit stories or letters handed down from members of their family or friends, to be 
read at the beacon events. The response to this has been poor so it is intended to 
speak with Carol Walker to identify suitable local readings from letters or poems 
and/or call upon the grandson in law of Harry Midgley, a well-known NI politician 
from the 20s-40s, who has also contacted the Council.  Midgley wrote a poem in 
1924 called “Armistice Day”.  
 
The Council will give the normal assistance to RBL branches and other 
Remembrance Committees in relation to Remembrance Sunday and related events.  
Elected members will attend Remembrance Sunday services robed, as normal. 
 
Armistice Themed Flowerbed Planting Schemes 
Flowerbeds are to be planted at Ballymenoch Park, Holywood and at the Post Office, 
Bangor.  The Bangor display is at the request of Bangor RBL which is liaising with 
the Council’s Parks section about the design.   
 
Parks section are to contact RAF about possible floral displays to mark RAF 100.  
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Memorial benches are ready to be placed at the various war memorials.  Alderman 
Smith requested that a photograph of these benches be circulated.  Mr McCutcheon 
complemented the standard to which all site works had been completed thus far.  
 
Alderman Smith commented that the Ulster Aeronautical Society possessed a 
Spitfire which could be booked for exhibitions.  She advised that Wendy Austen’s 
father worked with Polish airmen.  Alderman Smith further advised that she 
possessed a letter from her Grandfather who served in the Irish Horse regiment. 
 
6. Victoria Cross Commemorative Church Service 

The Chairman advised that a number of commemorative events were being 
organised for recipients of the Victoria Cross and their families, one of which was a 
church service on 30 September 2018 at 6.30pm to be held in Church House, 
Fisherwick Place, Belfast.  He requested that this information be communicated to 
families in the Borough as registration was required. 
 
7. Kilmood Church Bells Project  

The Head of Administration advised that, in accordance with an earlier Council 
decision, officers were assisting the Fundraising Chairman of the Centenary Bells 
initiative at Kilmood Parish Church with plans to hold a Church Service on Thursday, 
8 November 2018 (late afternoon – time tbc) to “unveil” and dedicate new church 
bells and let them be heard for the first time.  Eighteen parishioners were currently 
training as bell ringers.   
 
8. Memorial to Polish Airmen – Update 

The Head of Administration advised that the Council had agreed to permit the 
location of a Memorial at Court Square, Newtownards to mark the contribution of 
Polish Airmen and to seek planning permission accordingly.  It was envisaged that, 
subject to planning permission being granted, the memorial would be unveiled at a 
service on Saturday, 17 November 2018.  McCutcheon advised that he had acquired 
a Polish Flag which would be available for the unveiling event. 
 
9.  Potential Initiatives and Funding 

It was considered that this point had been fully covered previously by Mrs Brown. 

 

10. Any Other Business 
Alderman Smith requested a chronology of events and asked if plans to include 
children in the RBL Remembrance Day events arranged for Newtownards could be 
replicated in Bangor?  Mr Harper confirmed that the parade in Bangor organised by 
the Bangor branch of RBL always included cadets and youth organisations. 
 
It was noted that a new War Memorial was to be erected in Portavogie and that 
arrangements for its dedication would be agreed in due course. 
 
The Groomsport Remembrance Service will take place on 4th November 2018. 
 
8. Date of Next Meeting 
The Chairman commented that both this and the Somme Pilgrimage had been huge 
undertakings and now he, along with everyone present, was looking forward to the 
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upcoming commemorations.  All agreed that there would be no requirement for this 
Group to meet again before the now imminent Remembrance events.  The Chairman 
thanked everyone for their participation and contribution to the Armistice Day 2018 
Working Group. 
 
The meeting terminated at 11.15am. 
 
  Membership 

 
Name Organisation 

 

Alderman Wesley Irvine Ards and North Down Borough Council 

Alderman Marion Smith Ards and North Down Borough Council 

Alderman Bill Keery Ards and North Down Borough Council 

Councillor Trevor Cummings Ards and North Down Borough Council 

Councillor Roberta Dunlop Ards and North Down Borough Council 

Councillor Andrew Muir Ards and North Down Borough Council 

Wendy Swanston Director of OD & Administration 

Amanda Martin Head of Administration 

Jeanette Wilson Democratic Services Manager 

Jan Nixey Head of Community & Culture 

Sharon Mahaffy/Rosemary Richardson Head of Tourism (temporary) 

Claire Jackson Corporate Communications Manager 

Wendy Smith Events Manager 

John McConnell Parks, Cemeteries & Amenities Manager 

Peter Caldwell Head of Property & Asset Services 

Martin Henderson Technical Manager 

Jack Harper Royal British Legion 

Robert McCutcheon Royal British Legion   

Major Stephen Montgomery Irish Brigade 

Kirsty Dunlop Reserve Forces and Cadets Association  

Wing Commander Tara Scott Royal Air Force 

Kingsley Donaldson WW1 Centenary Committee 

Carol Walker The Somme Centre 

Rev Alan Craig Clergy Fellowship 

Martin Keery  NIEA (Grey Point Fort) 

Amanda Milligan NIEA (Grey Point Fort) 

Lola Armstrong Clandeboye Estate 

Liz Brown Reserve Forces Cadet Association 

Stephanie McMullan DfC NIEA 
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ITEM 7  
 

Ards and North Down Borough Council 

Report Classification Unclassified 

Council/Committee Corporate Services Committee 

Date of Meeting 09 October 2018 

Responsible Director Director of Organisational Development and 
Administration 

Responsible Head of 
Service 

Head of Administration 

Date of Report 28 September 2018 

File Reference CEV 31 

Legislation       

Section 75 Compliant  Yes     ☒         No     ☐        Other  ☐ 

If other, please add comment below:  

      

Subject The Battle's Over - A Nation's Tribute - Lighting of 
Beacons 

Attachments       

 
In December 2016, the Council agreed to light beacons at three locations across the 
Borough, to mark the centenary of the First World War Armistice, at 7pm on 11th 
November 2018.  The three locations were the Castle, Bangor; Scrabo Tower, 
Newtownards; and Burr Point, Ballyhalbert. 
 
On carrying out risk assessments in advance of these events, it was considered that 
Scrabo Tower was a problematic site at which to light a beacon in winter for the 
following reasons:- 
 

➢ Accessibility – some spectators and participants in the beacon lighting event 
may have difficulties climbing the hill to the Tower, therefore transport may 
have to be provided.   

➢ Risks to Health and Safety 
o It will be completely dark at 7pm on 11 November (the last time a 

beacon was lit at Scrabo Tower, it was in springtime and light), 
therefore the path up to the Tower and the area around it would have 
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to be suitably lit.  This would have a cost implication and detract from 
the impact of the beacon. 

➢ The ground is uneven and the area around the Tower has a number of hidden 
dips, presenting a significant risk of slips, trips and falls. 

 
It is therefore proposed that a beacon be lit instead at Conway Square, 
Newtownards which will be more accessible to those wishing to attend the beacon 
lighting ceremony.  Further, the Town Hall Arts Centre is nearby and can be opened 
to provide shelter, if required. 
 
Proposals to light beacons at the Castle, Bangor and Burr Point, Ballyhalbert will be 
unaffected. 

 
RECOMMENDATION 

 
It is recommended that: 
 
1. the above proposal be adopted; 
2. Bruno Peek, Pageantmaster, be informed of the change of venue; 
3. all those involved in Armistice Centenary Plans be notified and the change of  
    venue be publicised via the Council’s usual communications channels. 
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ITEM 8  
 

Ards and North Down Borough Council 

Report Classification Unclassified 

Council/Committee Corporate Services Committee 

Date of Meeting 09 October 2018 

Responsible Director Director of Organisational Development and 
Administration 

Responsible Head of 
Service 

Head of Administration 

Date of Report 24 September 2018 

File Reference ADM 24 

Legislation       

Section 75 Compliant  Yes     ☒         No     ☐        Other  ☐ 

If other, please add comment below:  

      

Subject Blair Mayne Bursary 

Attachments Minutes of Meeting of Blair Mayne Bursary Sub-
Committee held on 19 September 2018  

 
Please find attached Minutes of Meeting of the Blair Mayne Bursary Sub-Committee 
as detailed above. 
 
 

RECOMMENDATION 
 
It is recommended that the Minutes and the recommendations contained therein be 
adopted. 
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Ards and North Down Borough Council 

Minutes of Meeting of the Blair Mayne Bursary Sub-Committee held on 

Wednesday 19 September 2018 at 6.00pm, in the Committee Room, Council 

Offices, Church Street, Newtownards. 

In Attendance: 
Councillor Thompson (Chairman) 
Councillor Menagh 
Mr T Troughton 
Amanda Martin – Head of Administration 
Susan Senior – Customer Services Manager 
 
Apologies: 
Councillor Ferguson, Councillor McIlveen, Mr M Cairns and Mr B Fisher 
 
Feedback from last year’s recipients. 
Emails containing feedback, photographs and expressions of gratitude from 
Peter Brown, the recipient for the 2018 bursary for academic study, (copies 
circulated to members) were tabled.  These detailed how Peter had used the 
bursary to achieve his personal goals. 
 
Members were delighted at the feedback and the experience gained with the 
funding. 
 
Noted. 
 
Display Material 
Two pull up roller banners had been purchased and were on display.  
 
Members expressed their enthusiasm for the art work on the display material 
and suggested they would enhance future Blair Mayne Bursary events. 
 
Noted. 
 
Review of Application Form, Guidance Notes and Scoring Matrix. 
Following the 2018 application and assessment process, members were 
asked to review the above documentation and advise of any ways they felt 
the process could be improved for 2018-19.   
 
Members expressed contentment with the documentation provided and 
commented that the assessment process had been simple and 
straightforward.  They agreed, that the assessment had been quicker with 
members scoring the documents in their own time, in advance of any group 
discussion. 
 
It was agreed that Members would receive packs at the beginning of January 
2019 and be advised complete scoresheets in advance of the assessment 
meeting and group discussion in February 2019. 
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Draft Timetable for Sub-Committee and Award of Bursary 
The Customer Services Manager advised that the Minutes of the meeting 
would be on the agenda for adoption at the meeting of the Corporate 
Services Committee on 9 October 2018.  Subject to adoption and ratification 
by the Council on 24 October 2018, the bursary would then be advertised in 
the November edition of the Borough magazine and applicants would be 
directed to the Council’s website for application forms and details of the 
closing date. 
 
The Bursary would be launched officially the week beginning 5 November 
2018 in the local press with the deadline for the submission of applications 
being 4 January 2019. 
 
As in previous years all applications would be forwarded to all members for 
consideration in advance of the assessment meeting.  It was agreed that a 
meeting of the Sub-Committee would be held on Monday 4th February 2019 
at 6.00pm to assess the applications and that the award ceremony would 
then take place on 14th March in the Arts Centre, Conway square, 
Newtownards at 7.00pm.  Members considered a change of venue as the 
new Ards Blair Mayne Wellbeing and Leisure Complex would be opened and 
decided to review the venue at the meeting in February. 
 
Members suggested inviting the Mayor to present the awards and asking 
Squadron Leader Michael Cairns to speak, putting the bursary in context with 
the life of Blair Mayne. Following the success of previous recipients talking at 
the award ceremony, it was suggested that last year’s winners be invited to 
present, highlighting the benefits the award can bring. Other speakers had 
been suggested and consideration of another speaker would be discussed at 
the meeting in February. Invites would be forwarded to Mayor, Chief 
Executive, Director of Organisational Development and Administration, Sub-
Committee members, bursary award recipients, along with two guests and 
recipients of last year’s bursary. 
 
It was agreed to recommend that the above timetable be accepted and that 
invitations be issued in due course, as outlined above. 
  
Financial Update. 
 
Members were informed that £5,954.72 remained in the Blair Mayne Bursary 
Account. 
 
Noted. 
 
Blair Mayne Grave at Movilla Cemetery. 
Members were informed that a site meeting had taken place on 13 February 
2018 at the grave of Blair Mayne, in Movilla Cemetery.  Martin Keery, 
Archaeological Inspector, from the Historic Environment Division of the 
Department for Communities and John McConnell, Parks, Cemeteries and 
Amenities Manager, were in attendance.  Mr Keery had clarified that the 
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Department no longer had the skill-set required to complete the work and 
would procure a specialist to carry out any necessary conservation works on 
the C13th grave slabs, in the walls of the cemetery, which were temporarily 
protected by a wooden structure.  He continued that the department was at 
that time evaluating a new specialist service contract and hoped that a 
successful supplier would be appointed in the near future.  Once appointed 
the conservation and removal of the grave-slabs would be prioritised.  It was 
intended for the work to be carried out in the Summer of 2018.  At that time 
an alternative location for the grave slabs had been agreed within the 
cemetery, and a site meeting in May was to take place to discuss the 
requirements of the new covering and begin design work. 
 
Since that time, several attempts had been made by Council officers to 
obtain an update on progress and on 7 September John McConnell had 
been informed that HED staff had changed remit and the Movilla project was 
now sitting with Maybelline Gormley, Principal Archaeological Inspector.  A 
site meeting had been arranged with the Council’s Head of Tourism, at the 
end of September, which the Customer Services Manager would attend and 
provide an update for the Sub-Committee.  HED had also stated that they 
had a deadline of November by which the works would be carried out. 
 
Members expressed the view that Movilla Cemetery had tourism potential as 
there were many graves of historic interest on the site.  They hoped that new 
interpretive signage would be provided for visitors, mapping areas of 
particular interest. 
 
Noted.                                                             
  
 
Date of Next Meeting 
 
It was agreed that the next meeting would be held on 4 February 2018 at 
6.00pm. 
 

The meeting concluded at 6.40pm 
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ITEM 9  
 

Ards and North Down Borough Council 

Report Classification Unclassified 

Council/Committee Corporate Services Committee 

Date of Meeting 09 October 2018 

Responsible Director Director of Organisational Development and 
Administration 

Responsible Head of 
Service 

Head of Administration 

Date of Report 25 September 2018 

File Reference EQ 33 

Legislation Section 75 The Northern Ireland Act 1998; Disability 
Discrimination Act 1995 and Disability Discrimination 
(NI) Order 2006 

Section 75 Compliant  Yes     ☒         No     ☐        Other  ☐ 

If other, please add comment below:  

      

Subject Quarterly Report on Equality and Good Relations 
(Section 75 of The N.I. Act 1998) – 30th September 
2018 

Attachments N/A 

 
Within the Council’s Equality Scheme, a progress report must be submitted on a 
quarterly basis to the Council’s Corporate Services Committee.  This is to ensure the 
Council’s obligations to meet its equality and good relations duties and 
responsibilities, as identified in Section 75 of The Northern Ireland Act 1998, are 
continuously monitored.  
 
This report lists the actions of Council officers to meet the statutory duties since 1st 
July 2018. 
   
Consultative Panel 
The external Ards and North Down Borough Council Consultative Panel on Equality 
and Good Relations will meet on Tuesday 9 October 2018 in Signal Business Centre 
of Excellence for a Challenge Workshop to scrutinise the outcome of nine Section 
75, Disability and Rural Needs screening outcomes. The Panel will also have a 
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presentation by Leona Maginn, Principal Planner, Ards and North Down Borough 
Council on the preparation of a Local Development Plan as well as an overview of 
anti-discrimination legislation and recent case law to ensure they are kept up to date. 
The membership was reviewed over the summer and the Compliance Officer 
(Equality and Safeguarding) contacted voluntary and faith-based organisations to 
ask if they would be interested in nominating any individuals to become members of 
the panel. The comments received from the workshop will be reported to the Council 
through the Quarterly Report at the February Corporate Services meeting, but if 
certain concerns are raised these will be brought to the officers or Elected Members 
prior to this report. The Challenge Workshop will include comments from the Internal 
Screening Group to ensure consistency across the various consultation and review 
arrangements. 
 
Screening of Council policies 
Council officers continue to screen council policies as an integral part of the policy 
development process at the Internal Screening Panel. The Group last met on 
Tuesday 25 September to review the screened outcomes of nine council draft and 
final policies.  Comments received at this meeting on the outcome of screened 
council policies will be shared with the Consultative Panel at the Challenge 
Workshop and be reported back through the agreed communication channels to the 
officers and Elected Members.   
 
Quarterly Consultations 
The Council has a requirement within the Equality Scheme to publish the outcome of 
screened policies quarterly. The most recent quarterly report was uploaded onto the 
Council’s website on Monday 9 July 2018. This consultation included 5 policy 
screening outcomes. The screening forms are also made available on the Council’s 
website. The next quarterly screening consultation will be circulated on Monday 1 
October 2018 and will have 9 policy outcomes included in it. 
 
Equality Action Plan 
The Compliance Officer (Equality and Safeguarding) continues to work to deliver the 
equality action plan measures in relation to the display of flags and the collection and 
display of memorabilia in and on council premises and facilities. These have been 
the subject of discussion with Elected Members.  The Equality Action Plan is being 
reviewed and this will include a 12 week consultation period to ensure the actions 
demonstrate the positive outcomes identified will promote equality of opportunity and 
good relations across all the council facilities and services.  This consultation will 
include comments from the Internal Screening Group and Consultative Panel 
meetings as well as from the Council consultees. A range of consultation methods, 
including facebook will be used to ensure the council has a meaningful consultation 
so the action plan is relevant and timely to meet the needs of employees and service 
users and potential service users. The draft Equality Action Plan will be the subject 
of a separate report to this Committee.  
 
ECNI Annual Progress Report 
The annual progress report to the Equality Commission was the subject of a report to 
the Council meeting in July 2018 prior to its submission on 20 August 2018. 
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Diversity Training 
The Compliance Officer (Equality and Safeguarding) delivered an evening training 
session and included safeguarding awareness to the Summer Scheme employees at 
Ards Leisure Centre. These training sessions are well received and enable casual 
employees to carry out their full range of duties in compliance with the Council’s 
policies. It also enables them to deal with a range of safeguarding issues that arise. 
 
BSL Sign Video        
Council officers are investigating the purchase of access to a call centre that will 
provide BSL for all users.  The facility will provide the opportunity for a BSL user to 
dial into the call centre and request to be connected to the relevant Council and 
make their enquiry through an interpreter/signer. The signer will speak the request to 
the council officer and they will speak the response and then it will be signed to the 
caller. This service is at minimal cost, after the initial set up and ensures all 
individual’s that use BSL can access the full range of the Council services. This 
service will be similar to that now available for language translation face to face 
through The Big Word. The Compliance Officer (Equality and Safeguarding) has 
worked with the Procurement Manager and Business Technology Manager to 
identify the system is compatible with our technology and confirm any purchase will 
meet the procurement policy.  The request to purchase this facility will be included in 
the estimates process for 2019 - 2020. This will enable the Council to purchase and 
set up the ‘ON DEMAND’ Service level Agreement arrangement to enable any 
customer to contact the council during normal working hours through a call centre 
and they will receive an equitable service as all callers to the Council. Employees of 
the Council will also be able to use the services to speak to residents and those 
making enquiries using the same system, both from the Council main facilities as 
well as using their phones when working across the Borough. 
 
Arrangements for British Deaf Association (BDA) 
Ards and North Down Borough Council is one of the Local Council areas in Northern 
Ireland that has a large population of deaf and hearing-impaired residents.  These 
individuals and their families wish to access the services that are available to all 
ratepayers and residents. To ensure individuals are made aware of the commitment 
of the Council to engage fully with them in meaningfully, arrangements were put in 
place for September, October and November.  
These were detailed in a report to Council on Wednesday 29 August and for 
reference are:  
• Inviting residents to attend in the public gallery and experience a Council 
meeting on Wednesday 26 September at 7.00pm.   
• A ‘Meet your Councillor’ Event has been arranged for Wednesday 17 October 
2018 commencing with an informal cup of tea at 6.15 pm, an opportunity to inform 
those present of the Community Plan and services provided by the Council followed 
by an opportunity to put questions and concerns to the Elected Members present. At 
the end of this meeting a brief talk on the history of the Town Hall will be given to 
those present. 
• As some of the issues that will be raised may require consideration or council 
officer input a follow up session of a similar format has been arranged for 
Wednesday 21 November also commencing at 6.15pm to ensure this engagement is 
meaningful and responses are given to all enquiries. 
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Follow up of Aurora 
Following the Disability Forum meeting on Tuesday 19 June 2018 the Elected 
Members on the Disability Forum wrote to the General Manager of Aurora Aquatic 
and Leisure Centre to identify a number of services which were to be available to 
those with a disability.  The General Manager responded with explanations and 
promises for addressing the issues raised.  It was agreed these matters would be 
revisited at the next Disability Forum meeting.  
 
Disability Forum 
The Disability Forum met on Wednesday 3 September in The Loaf Café in 
Crawfordsburn. Loaf is a Social Enterprise organised and managed by the NOW 
Group who support the JAM Card. At the meeting the following issues were amongst 
those discussed; 
A database had been sourced to ensure the Council could continue to distribute 
audio of Council publications, this was well received as it was confirmed many from 
the blind community prefer audio to technology and downloads. 
The members of the Forum wished to arrange the visit to the new Ards Leisure 
Complex prior to being open to the public to become familiar with the layout and 
facilities on offer, and feedback to their groups. This has been arranged for 
Wednesday 5 December at 10.30 am. 
It was agreed that a member of Aurora management team should attend all future 
meetings of the Disability Forum as they hosted the Disability Hub for the Borough.   
Members were given an update on the meetings and actions Elected Members had 
had with Community Transport providers following the concerns raised at the June 
Disability Forum. Those present expressed their thanks and hoped that some of the 
issues, and in particular, the lack of evening service would be addressed as a result 
of the combined actions and working across the province.  
Staff on duty in The Loaf Café gave a brief presentation and an insight to the 
organisation, the training for those who work there and success stories to date. 
 
Meetings to discuss reductions across the Borough for individuals who 
require access to transport services of Disability Action or Down Community 
Transport 
Following the comments received at the June Disability Forum the Elected Members 
have held meetings with Disability Action and Down Community Transport 
management to identify the service reductions that have made a significant impact 
on residents across the Borough. The outcome of these meetings is that a Notice of 
Motion was presented to the Council meeting in August to request all Councils 
request a meeting with the Secretary of State to discuss with Elected Members and 
service users the impact of the ongoing budget reductions. A report was presented 
to this Committee in September 2018 and an Elected Member and officer event 
facilitated by Ards and North Down Borough Council. 
 
Elected Member Champions 
Following the meetings with the Accessible Transport providers funded by the 
Department for Infrastructure, all Elected Member and Council officers that are 
nominated as Champions of Diversity, Mental Health and Older People as well as 
the Community Planning Manager were invited to a morning seminar on Thursday 
20 September to discuss the need to ensure services to all those who are and may 
become socially isolated due to a range of situations. This has been coordinated by 
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the Local Government Staff Commission and the welcome was given by The Mayor, 
Councillor Richard Smart. The event was attended by 30 attendees from a range of 
Councils and included Elected members, Community Planning Managers, other 
statutory providers and officers responsible for the delivery of Section 75. The 
agenda included five speakers who looked at the strategic context of accessible 
transport, current provision, the concerns of and for those with a disability or who 
would otherwise be socially isolated and the experiences of community providers.  
The seminar closed with a question and answer session that identified a number of 
actions that will be formed into an action plan and where further discussions or 
actions are required these will be determined as to how best to address the issues 
by each of the statutory bodies involved.   
 
DisabledGo 
This is the subject of a separate report to this Committee. 
 
Disability Action Plan 
The Human Resources Manager and Compliance Officer (Equality and 
Safeguarding) have drafted a Work Experience Placement Policy and Procedures 
which is one of the actions within the Council’s Disability Action Plan. This policy will 
ensure there are time limited employment opportunities available for individuals who 
have not accessed work placements previously or are wishing to assess if they are 
capable of undertaking employment or volunteering opportunities.  To ensure 
opportunities are made available and these are fairly managed the Work Experience 
Placement Policy and Procedures was drafted following meetings attended by 
relevant officers with organisations that assist in placing trainees in suitable 
organisations and will also include school work opportunity placements. The draft 
policy will be the subject of a separate report to the Corporate Services Committee in 
November 2018. 
 
Complaints 
To date there have been no complaints recorded in relation to Section 75 or the 
Councils Disability Duties. 
 
Beach accessibility 
There continues to be positive interest in developing the amenities at Groomsport 
beach to enable the beach to achieve the accessible accreditation by summer 2019.  
The relevant officers are continuing to work on their areas of responsibility and it is 
hoped a range of accessible equipment will be available for users who are registered 
with the Mae Murray Foundation from June 2019 with an agreed procedure for 
issuing and checking equipment by identified Council officers as well as 
responsibility for ensuring the mobi-matting is available daily during the agreed 
period and where weather and tides are suitable. Progress on this initiative was the 
subject of a report to Community and Wellbeing Committee on 12 September 2018. 
The Community Planning Manager and Compliance Officer (Equality and 
Safeguarding) have arranged to meet with the Groomsport Village Association in 
October to update them on the plans to date and to address any queries they may 
have. 
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ECNI Mental Health Charter 
The Environmental Health Manager (Health and Wellbeing), Head of Human 
Resources and the Compliance Officer (Equality and Safeguarding) have been 
working collaboratively to deliver the Equality Commission of Northern Ireland Mental 
Health Charter. This was the subject of a separate report to the Corporate Services 
Committee.  The Charter focuses on meeting the needs and supporting employees 
whilst outlining to the Council a range of actions that will enable the five 
commitments of the Charter to be met. These are detailed in an Action Plan. 
  
Community Planning   
The Community Planning Manager and Compliance Officer (Equality and 
Safeguarding) continue to work together to ensure the actions and initiatives being 
developed across the Council towards being an Age Friendly Borough do not 
duplicate other good practice and that all relevant partners are encouraged to work 
together.  
 
JAM Friendly Initiative 
The Council is continuing to progress this initiative through the awareness training of 
frontline employees to provide them with the knowledge of the card and what it 
means to users. It is planned that the training will be delivered by managers from 
across a range of sections who will be trained to deliver this in house at all 
opportunities that present themselves. This training will be rolled out across the 
council for all employees and Elected Members in a manner appropriate to their 
needs and for some employees will include an e learning module. All training costs 
will be from the training budget managed by Human Resources Training Section.  
 
Training for employees in Autism 
Over the summer period a number of children at the Council run summer schemes 
presented with autism.  To support the employees and ensure these children receive 
a positive experience a meeting was held with Autism NI Development Manager to 
arrange appropriate training and advise on the introduction of some reasonable 
adjustments to the registration process and to enable management to make 
information available about, and within the centre and new play area.  Training will 
be designed to meet the needs of the schemes and activities that our services offer. 
 
Dementia Awareness – The Real Lives Event 
The Community Planning Officer and The Compliance Officer (Equality and 
Safeguarding) have arranged to support a Real Lives event in Bangor Aurora 
Aquatic and Leisure Complex on Thursday 25 October 2018.  This event is also an 
Elected Member development event within their Training Development Charter. At 
this event local people living with Dementia will explain what it means to them and 
how living with dementia has affected their everyday lives. 
As the Council is working towards being Dementia Friendly including raising 
awareness across the Borough to encourage all businesses and service providers to 
be aware of the needs of those with dementia and their carers this event will assist in 
in a practical manner. The event will also have a range of service providers who will 
be available to give practical advice on living independently and keeping safe. They 
will include Ards and North Down PCSP, Home Safety and Active Aging as well as 
Ulster Bank, Libraries NI, Dementia NI, SERCO: Disability Sports Hub and 
Alzheimer’s Society. 
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Dementia Friendly Accreditation 
This initiative requires the appointment of a Dementia Friendly Champion to ensure it 
is prioritised across the Council services and facilities. Training for employees will 
also be made available appropriate to their role.  As well as ensuring the Council is 
aware of the needs of individuals with dementia, many employees experience 
dementia through their personal circumstances and benefit from trainings and 
signposting to support services. The Real Lives event will introduce a range of 
individuals and businesses to the needs of those with dementia and encourage them 
to take appropriate action to make reasonable adjustments to enable individuals to 
be independent for as long as possible. This also ensures businesses engage with 
people with a disability and their families and this encourages participation in the 
social economy.  
 
Transgender concerns 
The Operational Manager of Leisure and the Compliance Officer (Equality and 
Safeguarding) met a representative of an organisation that supports those living with 
and parents and families living with gender identity to discuss some of the issues 
that will need to be considered in the provision of services in the new leisure facility.  
A follow up meeting was arranged with representatives of the management team of 
Leisure Services.  This allowed certain concerns to be addressed and remedies 
identified as well as discussion on how the admissions policy and recorded details of 
members and attendees may reflect everyone’s needs.  
 
Safeguarding Steering Group 
The Councils Safeguarding Steering Group will meet in November 2018 and the 
speaker will be from Transgender NI which is a group that support individuals and 
families who are living with gender identity issues. The purpose of the speaker is to 
assist officers present to identify where their services could be made more inclusive 
and what training employees may require to enable then discriminating against any 
individual or those who have responsibility for them. 
 
Safeguarding  
The Compliance Officer (Equality and Safeguarding) continues to attend meetings 
on behalf of the Council on the Local Government Staff Commission Safeguarding 
Network, South Eastern Trust Training and Steering Groups on Safeguarding 
Children and Young People as well as with the South Eastern Trust Local Area Adult 
Safeguarding Partnership and the Safeguarding Board NI South Eastern Panel.  
All issues identified in these meetings are fed back through the Council’s 
Safeguarding Steering Group that meets twice a year, or directly to relevant 
employees. Where safeguarding issues are identified in the provision of Council 
services or from other sources and considered appropriate to incorporate these into 
the trainings these are updated regularly to ensure they are current and anonymous.   
Within the council concerns have been raised particularly during the summer 
scheme provision across the Council. All concerns were recorded and appropriate 
action taken as necessary. 
 
It Takes Allsorts  
The planning for the fourth annual It Takes Allsorts event has commenced and all 
Elected Members and employees will receive notification about the two events.  This 
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year they are being held on Thursday 18 October 2018 in Londonderry Pavilion, 
Londonderry Park, Newtownards commencing at 1.00pm with lunch and on Tuesday 
23 October 2018 in Donaghadee Community Centre at 9.30 am. Elected Members 
are encouraged to attend as this event offers an opportunity for learning about the 
needs of those we provide services to as well as the opportunity to meet employees 
that many of us know by name but have little opportunity to meet personally. The 
programme for both sessions is the same to enable attendees to hear the range of 
speakers. We are hoping for a good attendance as we explore further the diversity of 
ourselves and those we provide services to and work alongside. 
 
 

RECOMMENDATION 
 

It is recommended that this report is noted. 
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ITEM 10  
 

Ards and North Down Borough Council 

Report Classification Unclassified 

Council/Committee Corporate Services 

Date of Meeting 09 October 2018 

Responsible Director Director of Organisational Development and 
Administration 

Responsible Head of 
Service 

Head of Administration 

Date of Report 07 September 2018 

File Reference DIS 9 

Legislation  Disability Discrimination Act 1995 and Disability 
Discrimination (NI) Order 2006 

Section 75 Compliant  Yes     ☒         No     ☐        Other  ☐ 

If other, please add comment below:  

      

Subject Three year funding review for DisabledGo services 

Attachments N/A 

 
The DisabledGo website provides detailed access information to thousands of 
venues across the UK and the Republic of Ireland: shops, pubs, restaurants, 
cinemas, theatres, railway stations, hotels, universities, hospitals and more.  
 
Ards and North Down Borough Council has been using the services of DisabledGo 
to ensure residents of the Borough and those who work within it or wish to visit have 
access to a breadth of information about facilities and premises across the Borough 
which enable them or their carers to plan visits, days out and holidays. 
 
It is also an invaluable source of quality information that is updated annually by their 
accredited auditors and is regularly used for  

• promotion of tourism across the Borough 

• links to all audited food outlets with Scores on the Doors 

• providing information for carers of and those with all disabilities as well as 
parents and carers with children who require information on a range of access 
and available toilets in the area. 
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The service also contributes significantly to the Council’s work in becoming Age, 
Dementia and Autism Friendly, as well as demonstrating the commitment to the 
promotion of the ‘Just A Minute’ (JAM) Card throughout the Borough.  
 
The service cost £4,083 per annum for the first 3 years of Ards and North Down 
Borough Council, despite the service having to be extended across a much broader 
geographical area. This was at an increase of only £600 over the legacy North Down 
arrangement that was in place from 2010. 
 
However, a review has now taken place and, following negotiation, the proposed 
fees for the next 3 years are £6,166 year one, £8,416 year two and £8,666 year 
three.   
 
The rationale for increasing costs is  

• the development of the Access Guides in the last few years has covered a 
greatly extended geographic area and also incorporate more detail  

• the Access Reviews process has changed and moved over to a dedicated call 
team requiring considerable resources 

• DisabledGo has not increased their fees since 2015 and their direct costs, 
principally surveying costs, have increased significantly since then  

• a rebranding to ‘AccessAble’ to ensure all users are included and enable 
engagement with a broader audience.  

• The introduction of a mobile app to ensure access to information is available 
when users are out and about.   

 
The fundamental aspect is that DisabledGo remains a not-for-profit organisation and 
the fees set out in the proposal reflect the increased costs incurred by them. 
 
In the 12 month period 1st September 2017 -1st September 2018 there were 5,235   
hits on the Ards and North Down Borough Council website link to Disabled Go.   
 
The cost for the current financial year can be paid from the existing DisabledGo 
budget and supplemented from the Equality Budget and It Takes Allsorts Budget. 
 

RECOMMENDATION 
 

It is recommended that the proposed fee structure for 2018/2020 is agreed and the 
three year contract renewal is signed. 
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ITEM 11  
 

Ards and North Down Borough Council 

Report Classification Unclassified 

Council/Committee Corporate Services Committee 

Date of Meeting 09 October 2018 

Responsible Director Director of Organisational Development and 
Administration 

Responsible Head of 
Service 

Head of Administration 

Date of Report 27 September 2018 

File Reference       

Legislation Health and Safety At Work Order 1978 

Occupiers Liability Act 1995 

Workplace Health Safety and Welfare Regulations 1993 
Regulation 12 - Condition of Floors and Traffic Route 

Part 3 of the Fire and rescue Services (NI) Order 2006 
and the Fire Safety Regulations (NI) 2010 
 
The Building Regulations 2000 (as amended)  

Section 75 Compliant  Yes     ☒         No     ☐        Other  ☐ 

If other, please add comment below:  

      

Subject Health and Safety Policies - Update 

Attachments       

 
Inclement Weather Guidance and Procedures 
In recognition of (a) the Council’s duty to take risk proportionate control measures 
arising from inclement ground conditions and (b) the Council’s common duty of care 
owed to employees, temporary workers, members of the public, visitors and 
contractors on Council premises, a group consisting of relevant officers was set up to 
agree a consistent approach to the arrangements around minimising risks from snow 
and ice.  These include gritting, snow clearing, closure of routes and other 
measures, as appropriate. 
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It was acknowledged that, given the diversity of the Council’s estate and the types of 
functions delivered at its various properties, a one size fits all approach would not be 
suitable.  However, the common aim of the guidance was to ensure that all will be 
done as far as is reasonably practicable to avoid injury as a result of slips, trips and 
falls in inclement weather. 
 
The Guidance document includes:- 

• the responsibilities of management, employees and contractors and details 
the procedures to be followed in inclement weather; 

• sections on the provision of personal protective equipment and general 
equipment and on how the guidance and procedures will be monitored and 
reviewed 

• details of agreed routes and sites to be managed by a contractor, along with 
those which will be managed by an identified “appropriate person”.   

• A log sheet for completion  

• Site maps 

• A comprehensive risk assessment form and risk evaluation mechanism which 
will assist in identifying the appropriate course of action in a wide range of 
inclement weather scenarios. 

 
The Guidance has been approved through the normal internal policy development 
procedures, and by the Corporate Health and Safety Committee, and is available for 
perusal on request. 
 
Fire Safety Policy and Procedures 
The Administration Section’s Service Plan for 2018-19 contains an objective to 
“extend the Corporate Health and Safety Management Framework to include the 
development of policies on the management of Fire Safety…” (and other areas of 
risk) …”to ensure a safe environment for all employees and visitors to our buildings, 
and compliance with the Health and Safety Order”. 
 
A comprehensive Fire Safety Policy has now been developed which aims to:- 

• Apply a proactive risk proportionate risk assessment programme and, in as far 
as is reasonably practicable, implement and manage identified control 
measures pertaining to premises which the Council occupies or partially 
occupies; 

• Conduct planned testing and maintenance programmes by competent 
persons to ensure the effectiveness of fire safety and life saving standards; 

• Explain how fire safety will be managed and communicated within the 
Council.  Where necessary, it identifies those personnel who have been 
assigned specific duties or responsibilities and indicates what those duties 
and responsibilities are; 

• Identify all relevant procedures that must be followed by all employees and 
other relevant persons in the event of a fire emergency. 

 
The Policy and Procedures have been approved through the normal internal policy 
development procedures, and by the Corporate Health and Safety Committee, and 
are available for perusal on request. 
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RECOMMENDATION 

 
It is recommended that the above update be noted. 
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ITEM 12  
 

Ards and North Down Borough Council 

Report Classification Unclassified 

Council/Committee Corporate Services Committee 

Date of Meeting 09 October 2018 

Responsible Director Director of Organisational Development and 
Administration 

Responsible Head of 
Service 

Head of Administration 

Date of Report 26 September 2018 

File Reference AUD 02 

Legislation Local Government (Accounts and Audit) Regulations 
2015 

Section 75 Compliant  Yes     ☒         No     ☐        Other  ☐ 

If other, please add comment below:  

      

Subject Recommendations arising from Audit Committee on 25 
September 2018 - Audit on Freedom of Information 

Attachments Customer Compliments, Comments and Complaints 
Guide 

 
At a meeting of the Audit Committee held on 25 September 2018 it was agreed that 
the actions arising from a recommendation to update the Freedom of Information 
(FOI) page on the Council’s website should be reported back to the Corporate 
Services Committee. 
 
The recent internal audit on Freedom of Information found that information on the 
website did not provide any clear distinction between making a complaint using the 
Council’s general complaints process (with a response deadline of 10 working days) 
and the Council’s FOI review process (with a response deadline of 20 working days). 
This could lead to a lack of clarity over deadlines for members of the public.  
 
This matter was reviewed and amendments were made to the Council’s Customer 
Compliments, Comments and Complaints Guide, a copy of which is attached for 
information.  This Guide is now available on the Council’s website and a hard copy 
has been re-published and circulated around Council facilities. 
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RECOMMENDATION 
 
It is recommended that this update be noted. 
 



What do you
think of our 
service?

Customer Compliments, 
Comments and 
Complaints Guide



Let us know what you
think of our services
We want you to help develop and improve the services you receive from Ards 
and North Down Borough Council. You can find a copy of our customer services 
standards and procedures on our website at www.ardsandnorthdown.gov.uk 

In any organisation, things can sometimes go wrong and there is room for 
improvement. We may not have noticed. That is why we encourage all of our 
customers to contact us, as feedback will help us improve.

You can use this comment card to:
• compliment us on something we have done right
• comment on something you feel could be improved
• tell us about a member of staff who has been particularly helpful.
• complain about something you think we have done wrong

What you expect from us
We promise to take your comments and complaints seriously. We will find out where our service has 
disappointed you, where possible provide an explanation and take steps to improve our service.
 

How to contact us
We want to make it easy for you, our customers, to give us feedback, ask questions, raise issues or make 
suggestions about council services. You can contact us in any of the following ways:

Telephone  Email us
Call us on 0300 013 3333  enquiries@ardsandnorthdown.gov.uk

Online   SMS Text only
ardsandnorthdown.gov.uk  07718 159 275

In person
The quickest way to get any enquiry sorted out, is by explaining it to any member of staff at the 
point of service. If the query raised cannot be dealt with immediately then an appropriate officer will 
provide a reply as soon as possible. You can speak to staff at any of our main buildings.

In writing 
Complete and return this comment card. It is available online or can be sealed and posted to us or 
can be left in one of our comment boxes at any of our main buildings listed on the back of this leaflet.

 



Our complaints procedure
Stage 1
Our aim is to address your complaint as quickly and easily as possible. The person you first contact will aim to 
resolve your complaint. In most circumstances mistakes or misunderstandings can be resolved quickly and 
informally. If this is not possible or the matter is a complex one, you are advised to contact the Service Unit 
Manager or Head of Service or to complete and return a compliments, comments and complaint form, which will 
be referred to the appropriate officer for investigation.

If your complaint is in writing, or you ask for a written reply, a response will be sent to you within ten working 
days of us receiving your initial complaint (or sooner if possible), except for Planning Service which operates a 15 
working day response to written or verbal complaints. If your complaint is made in person or by telephone and 
cannot be resolved immediately, it will be passed to the relevant Service Manager or Head of Service and you 
will receive a verbal response within five working days, or sooner if possible. 

If the issue is more complex or we need to contact other organisations, it may take longer to investigate the 
matter fully. If this is the case, we will still respond to your complaint within five working days if your complaint is 
in person or by telephone, or within ten working days if your complaint is in writing. We will let you know:

• what action is being taken 
• who is dealing with the matter 
• when you can expect a full reply.

 

Stage 2
If you are still dissatisfied, you may write or ask that your complaint be forwarded to the head of service or 
director of the relevant department. They will then carry out a detailed investigation and respond in writing to 
your complaint within ten working days, except for Planning Service which operates a 15 working day response 
to written or verbal complaints.
 

Stage 3
If the second response to your complaint is not satisfactory, you may write to the Chief Executive, or his 
nominee, at the Town Hall, Bangor, who will review your case and respond to you in writing within 10 working 
days. If longer is required, we will write and explain why and advise you of a new date by which a response will 
be issued.

 

Taking your complaint further
If you are not happy with the final response that you receive from us, you may ask the Northern Ireland 
Ombudsman to investigate your complaint within 6 months. The Ombudsman will not normally initiate action 
until the Council has completed an investigation using its own complaints procedure.
The Ombudsman can be contacted at:

Telephone:  (028) 9023 3821 • Text phone: (028) 9089 7789  • Freephone 0800 34 34 34 

Email:   nipso@nipso.org.uk 

Post: Freepost NIPSO 
 Northern Ireland Public Services Ombudsman,
 Progressive House
 33 Wellington Place,
 Belfast, BT1 6HN

More information is available at: www.ni-ombudsman.org.uk

There is a separate process for dealing with complaints which relate to requests under the Freedom of 
Information Act or Environmental Information Regulations. If you are not happy with the way your request 
for information has been handled, you may seek an internal review through the office of the Director of 
Organisational Development and Administration via FOI@ardsandnorthdown.gov.uk. If you are not happy 
with the internal review response, you may make a complaint to the Information Commissioner’s Office.



Tell us what you think
What are you sending us?  

  compliment  comment  complaint

  highlighting staff who have been particularly helpful.

Please give full details (include date, time and location, if applicable)

If your issue is a complaint, what would you suggest we do to resolve the issue 
or prevent it from happening again?

Your contact details

First name:  Surname:

Address:      

      Post code:

Phone number: Email:

Signed:   Date:

How will my details be used?
The information provided will enable us to provide feedback and improve services. Your information will be 
processed in accordance with GDPR and the Data Protection Act 2018 and will not be passed to any third party. 
If you wish to clarify your rights under this Act, the Council policy is available on the website. 

From time to time we may use your details to give you further information or consult you about our services.
If you wish to receive this information, please tick here.  

To enable information to be collected and monitored for Section 75 of the NI Act 1998, we would ask that you 
complete the questions below. The answers will be treated in confidence.

 Gender:     Date of birth: 

Under the Disability Discrimination Act 1995 a person is considered to have a disability if he or she has “a 
physical or mental impairment which has a substantial and long-term adverse effect on his or her ability to carry 
out normal day-today activities”.

Do you have a disability?
  Yes   No

If yes, to the above, please indicate the nature of the impairment(s):
  Physical disability  Mental Health disability  Learning disability   Other

Dependants:
In relation to this comment/complaint did you have responsibility for the care of?

  Child/children  Dependant Adult

These documents will be made available in alternative formats or other languages on request.
For information about obtaining a copy please contact: Customer Services Manager,  Ards and North Down 
Borough Council Town Hall, The Castle, Bangor, BT20 4BT.



Freepost RTUR–YXYS–GCAE 
Customer Services Section 
Ards and North Down Borough Council 
Town Hall 
The Castle 
BANGOR 
BT20 4BT 

AFFTTDDTFTAFTADDAAAFFTDDADTFDDFDFFAA

Freepost RTUR–YXYS–GCAE 
Customer Services Section 
Ards and North Down Borough Council 
Town Hall 
The Castle 
BANGOR 
BT20 4BT 

AFFTTDDTFTAFTADDAAAFFTDDADTFDDFDFFAA

Please detach, fold and seal this form by moistening the glue strips before posting.



Where can you
contact us?
Town Hall,  
The Castle, Bangor, BT20 4BT

North Down Museum,  
The Castle, Bangor, BT20 4BT

2 Church Street,  
Newtownards, BT23 4AP

Signal Centre,  
2 Innotec Drive, Balloo Road, Bangor, BT19 7PD

Tower House,  
34 Quay Street, Bangor, Co. Down, BT20 5ED

Environmental Resource Centre,  
Balloo Avenue, Bangor, BT19 7QT

Ards Arts Centre,  
Town Hall, Conway Square, Newtownards, BT23 4NP

Ards Visitor Information Centre,  
31 Regent Street, Newtownards, BT23 4AD

Ards Leisure Centre,  
William Street, Newtownards, BT23 4EJ

Comber Leisure Centre,  
15 Castle Street, Comber, BT23 5DY

Londonderry Park,  
Portaferry Road, Newtownards, BT23 8SG

Portaferry Sports Centre,  
Cloughey Road, Portaferry, BT22 1ND
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ITEM 13  
 

Ards and North Down Borough Council 

Report Classification Unclassified 

Council/Committee Corporate Services  

Date of Meeting 09 October 2018 

Responsible Director Director of Organisational Development and 
Administration 

Responsible Head of 
Service 

Head of Human Resources and Organisational 
Development 

Date of Report 01 October 2018 

File Reference HR1 

Legislation N/A  

Section 75 Compliant  Yes     ☒             No     ☐        Not Applicable  ☐ 

Subject Guidance Document 'Behaviour Charter, Our Vision, 
Values and Behaviours’  

Attachments Guidance Document 'Behaviour Charter, Our Vision, 
Values and Behaviours’  

 
The Employee Behaviour Charter outlines how all employees will engage with each 
other, with Elected Members and with customers and citizens to deliver the 
objectives set out in the Corporate Plan, achieving our Purpose and our Vision to 
make Ards and North Down a place to be proud of, which is more prosperous, 
vibrant, healthy, sustainable and where people enjoy an excellent quality of life. 
 
Members will be aware that an Employee Behaviour Charter was approved by 
Council in March 2017.   
 
In April 2017 the Head of Service Team (HOST) requested that a Behaviour Charter 
Working Group be set up with the following purpose: 
 

• To compile a guidance document in relation to the Council’s Behaviour 
Charter to include a representative graphic. 
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The Behaviour Charter Group consisted of a number of employees from across the 
Council (including the operational frontline).  The attached document, ‘Behaviour 
Charter, Our Vision, Values and Behaviours’ is the outcome.  The document 
contains a graphic to depict the Behaviours ‘on a page’ and guidance for these 
Behaviours at 3 levels; 
 

1. Employee; 
2. Manager/Supervisor; 
3. Corporate Leadership Team and Heads of Service Team. 

 
The Guidance has been approved by Corporate Leadership Team at its September 
meeting.  Launch of the Guidance involves a special team brief and other internal 
methods of communication, namely ANDi and News and Info.  Regular 
reinforcement will also occur via such processes as the Pride in Performance 
Conversation Scheme, corporate induction and employee engagement calendar 
events.  
 

RECOMMENDATION 
 
It is recommended that the attached document, ‘Behaviour Charter, Our Vision, 

Values and Behaviours’ is noted. 



Behaviour 
Charter
Our Vision, Values and Behaviours
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About Us
This is our vision
Our vision is that Ards and North Down will be a place to be proud of which is more prosperous, vibrant, 
healthy, sustainable and where people enjoy an excellent quality of life.

This is what we value
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.

These are the behaviours we model
Citizen and Customer First Put the citizen and customer at the heart of everything we do.  

Teamwork    Work hard together as a team, supporting each other and sharing 
information to achieve better results.

Personal Responsibility  Take personal responsibility to effect, initiate and embrace new 
and better ways to deliver continuous improvement, efficiencies and 
value for money.

Mutual Respect  Treat others as we expect to be treated ourselves.

Making a Difference   Be positive, take responsibility for the quality of our work and be 
passionate about making a difference.  

By modelling these behaviours our Employees, Managers/Supervisors, Heads of Service and Corporate 
Leadership Teams live our values and deliver our vision.
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Behaviours models
For Employees pages 7–13

For Managers/Supervisors pages 15-22

For Heads of Service and Corporate Leadership Teams pages 25–32

‘‘Each time an employee interacts with a colleague or a customer, 
they represent the behaviours the Council expects from them. The 
Behaviour Charter lays these expectations out clearly for everyone.’’
Stephen Reid, Chief Executive
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For Employees
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Citizen and Customer First – Employee
Put the citizen and customer at the heart of everything we do.

What this means:-

An AND employee cares about our citizens and visitors to our Borough. We always strive to go 
above and beyond what is expected and go that extra mile, showing a ‘can do’ attitude to ensure 
the customer is satisfied. We adapt to customers’ needs and personalities, taking ownership and 
responsibility for all our actions to provide excellent service.

GOING THE EXTRA MILE EXPECTED NEEDS DEVELOPMENT

Goes beyond customer 
expectations Meets customer expectations

Does not meet customer 
expectations. Passes 

responsibility to others

Actively seeks knowledge 
about other parts of the 

Council

Takes genuine interest in how 
the Council works

Shows little interest in the 
work of the Council

Provides excellent customer 
service Always willing to help Negative response to 

customer needs

Takes personal ownership for 
customer needs

Shows consideration to each 
and every customer

Negative about the Council 
and/or its employees/

customers
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Teamwork – Employee
Work hard together as a team, supporting each other and sharing information to 
achieve better results.

What this means:-

An AND employee understands the importance of working with others to achieve the Council’s 
objectives. We do this by working co-operatively to meet the requirements of our Service Plan, sharing 
information, supporting colleagues and being aware of how our behaviour impacts on others.  

GOING THE EXTRA MILE EXPECTED NEEDS DEVELOPMENT

Keeps others informed and 
updated Shares information Withholds information

‘Drip-feeds’ information 

Not afraid to speak out Listens to the views of others
Undervalues the 

contributions of others
Interrupts and does not listen

Enthusiastic 
Encourages others

Aware of how our behaviour 
impacts on others

Unaware of how our 
behaviour impacts on others 
Overly rigid and rule driven

Promotes the contribution of 
others

Recognises the contribution 
of others

Takes recognition for other’s 
contributions
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Personal Responsibility – Employee
Take personal responsibility to effect, initiate and embrace new and better ways to 
deliver continuous improvement, efficiencies and value for money.

What this means:-

An AND employee takes responsibility for the job we do, seeking to promote new ideas and ways of 
doing things, to provide efficiency and value for money. 

GOING THE EXTRA MILE EXPECTED NEEDS DEVELOPMENT

Makes positive suggestions
Challenges existing 

processes 

Contributes to continuous 
improvement

Declines any opportunities
Does not offer assistance

Works with others to make 
improvements

Continually seeks better ways 
of doing the job Just does the day job

Takes the approach of ‘Is 
there a better way?’ Conscientious Clock watching
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Mutual Respect – Employee
Treat others as we expect to be treated ourselves.

What this means:-

An AND employee understands the importance of being honest and genuine, treating others how we 
would like to be treated. 

GOING THE EXTRA MILE EXPECTED NEEDS DEVELOPMENT

Develops positive 
relationships

Actively listens
Respects others Disrespectful

Welcomes change Offers support to others Resists change

Actively encourages the 
views of others

Expresses thoughts and 
ideas Ignores views of others 

Open and honest
Trustworthy

Shows Integrity 
Blames others 
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Making a Difference – Employee
Be positive, take responsibility for the quality of our work and be passionate about 
making a difference.

What this means:-

An AND employee understands the need to be positive each and every day.  We take pride in the quality 
of our work and are passionate about making a difference.

GOING THE EXTRA MILE EXPECTED NEEDS DEVELOPMENT

Encourages others
to be positive Positive approach Negative approach

Excels in work and is
respected by others Dedicated to work Lack of pride in work

Cares about our
impact on others

Understands our
impact on others

Does not care about
impact on others
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For Manager/Supervisor
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Citizen and Customer First – Manager/Supervisor
Put the citizen and customer at the heart of everything we do.

What this means:-

An AND Manager/Supervisor understands the importance of openness and transparency, 
communicating directly with customers, being honest and genuine. We endeavour to build high 
performance teams to create an environment that delivers for customers. We continually seek to improve 
service provision ensuring the citizen and customer are at the heart of how we manage our Service. 

GOING THE EXTRA MILE EXPECTED NEEDS DEVELOPMENT

Demonstrably values and 
empowers employees to 
deliver for the customer

Explains customer 
expectations to employees 

and provides advice and 
support

Ignores inappropriate 
employee behaviour in 

respect of customer care

Is accessible, providing 
employees with genuine 
support when needed, 

ensuring optimum 
performance at all times

Takes time to listen to 
employees to better meet 

customer needs and 
expectations

Lack of communication with 
employees about meeting 

customer needs

Is open and honest at all 
times and encourages others 
to do the same when striving 

to improve customer care

Recognises and pro-actively 
develops employees who 

possess the key skills 
necessary to deliver excellent 

customer care

Demonstrates a negative 
attitude that fuels a low 
respect for the customer

Demonstrates excellent 
customer care through 

leading by example

Enables employees to 
continually improve the 

customer experience

Abdicates responsibility for 
customer concerns
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Teamwork – Manager/Supervisor
Work hard together as a team, supporting each other and sharing information to 
achieve better results.

What this means:-

An AND Manager/Supervisor understands the importance of working with others to achieve the 
Council’s objectives. We do this by working co-operatively to support the achievement of the Corporate 
Plan through sharing information, supporting colleagues and by being aware of how our behaviour 
influences and impacts on others and will challenge inappropriate behaviour. We encourage a Council 
wide perspective by promoting a ‘team’ rather than an ‘us and them’ culture. 

GOING THE EXTRA MILE EXPECTED NEEDS DEVELOPMENT

Inspires others to work 
collaboratively across 

the Council to achieve an 
optimum level of results

Listens to and involves 
colleagues and external 

contributors and responds 
positively to suggestions 
before making decisions

Has a ‘tick box’ approach 
to engagement, disrupting 
collaborative working and 
adopting a ‘knowledge is 

power’ mentality

Seeks to initiate joint 
approaches, setting clear 

expectations of behaviour, 
addressing conflict as it arises 
and monitors future behaviour

Addresses conflict early and 
challenges inappropriate 

behaviour

Avoids dealing with difficult 
decisions or people

Initiates opportunities, 
definitively communicating 

responsibilities, encouraging 
team working as well as 

responding to individual needs

Clearly communicating 
responsibilities, supporting 

the team to develop a 
common focus

Shows little sign of co-
operating within own team or 

working in partnership (silo 
mentality)

Takes time to celebrate 
team success Creates a positive team spirit Fails to acknowledge the 

contribution of the team



Behaviour Charter Our Vision, Values and Behaviours 19

Personal Responsibility – Manager/Supervisor
Take personal responsibility to effect, initiate and embrace new and better ways to 
deliver continuous improvement, efficiencies and value for money.

What this means:-

An AND Manager/Supervisor does not fear change but welcomes and embraces the opportunity to 
improve service and implement new ideas. We seek to innovate when possible, working in partnership 
with others to achieve high performance levels on an ongoing basis. 

GOING THE EXTRA MILE EXPECTED NEEDS DEVELOPMENT

Is an innovator, embracing 
and initiating better ways of 
working on an ongoing basis

Is dedicated to the job 
at hand, taking on board 

sensible suggestions and, 
pro-actively encouraging 
continuous improvement

Doesn’t delegate or 
encourage progression or 

creativity

Values collaborative working, 
involving and consulting 

others when looking for ways 
to improve service

Encourages and develops 
employees to try new and 

improved solutions

Not receptive to change and 
struggles to see the bigger 

picture

Delegates to others giving 
them responsibility, trusting 
them to make progressive 

improvements

Openly and honestly 
communicates with others 

when overcoming problems 
and delivering solutions

Lacks enthusiasm for making 
things better

Plans ahead and adopts 
a long-term approach to 
managing change and 
improving performance

Manages change effectively 
when improving performance 

and service

Lacks vision and credibility, 
having a reactive approach to 

managing change
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Mutual Respect – Manager/Supervisor
Treat others as we expect to be treated ourselves.

What this means:-

An AND Manager/Supervisor understands how to appropriately communicate with employees and 
others in order to manage expectations, saying ‘yes’ when we can deliver, but also saying ‘no’ when 
it is appropriate. Truthfully acting within approved guidelines, we demonstrate professionalism and 
sincerity. 

GOING THE EXTRA MILE EXPECTED NEEDS DEVELOPMENT

Inspires others as a 
leader and effectively 

communicates, ensuring 
employees know what is 

expected 

A visible leader who treats 
others with respect ensuring 

a fair and consistent 
management style

Is a poor communicator and 
alienates others

Values the input of others and 
empowers employees to make 

decisions

Is upfront and genuine, 
building an environment of 

trust

Approaches work with a 
negative attitude with little or 
no effort to understand other 

points of view

Consults, encourages and 
supports employees to develop 

and progress

Provides explanation of what 
is required and acknowledges 

success

Undermines or belittles the 
work of employees

Uses their expertise to 
promote a ‘can do’ attitude

Uses a management style 
that is helpful, considerate 

and sensitive to the needs of 
others, while still getting the 

job done

Does little to earn trust or 
respect by failing to take time 

to get to know people
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Making a Difference – Manager/Supervisor
Be positive, take responsibility for the quality of our work and be passionate about 
making a difference.

What this means:-

An AND Manager/Supervisor understands the importance of a positive approach when managing others. 
We strive to deliver on objectives, taking responsibility for the quality of work and we believe passionately 
in making a difference.

GOING THE EXTRA MILE EXPECTED NEEDS DEVELOPMENT

Focuses on the solution and 
not the problem, seeking 

to continually improve the 
quality of work

Uses a positive approach 
when setting targets, is 
dedicated to the job and 
provides a high quality of 

work

Takes a negative approach 
and does not believe in 

making a difference

Engages with others 
collaboratively, seeking to 
make a real difference to 

the Service and continually 
improve performance

Communicates the importance 
of a positive approach to 
others, demonstrating 

personal commitment to 
making a difference

Does not communicate 
effectively and abdicates 

responsibility for the quality 
of work

Shows consideration towards 
others, pro-actively engaging 

and encouraging focus on 
making a difference

Offers guidance and support 
to others in helping to 

improve quality of work and 
see the bigger picture

Works independently and 
does not see the importance 
of helping others to see the 

bigger picture

Provides constructive 
feedback, mentoring and 

coaching others to become 
good decision-makers

Prioritises work effectively 
and is not afraid to take 
ownership of decisions, 
working positively with 

others

Passes challenging issues 
onto others and does not 

pass on relevant information
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For CLT/HOST
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Citizen and Customer First – CLT / HOST
Put the citizen and customer at the heart of everything we do.

What this means:-

AND Corporate Leadership Team (CLT) and Heads of Service Team members (HOST) understand 
the importance of openness and transparency, communicating directly with others, being honest 
and genuine in their leadership and managerial skill. We offer support and training and inspire loyalty. 
We take time to listen to customer needs no matter how challenging or difficult, to help improve our 
facilities and the delivery of our services for the benefit of the Borough and beyond. 

GOING THE EXTRA MILE EXPECTED NEEDS DEVELOPMENT

Leads by example ensuring 
an excellent customer 

experience. 

A visible leader who strives 
to ensure that employees 

provide an excellent 
customer experience

Non collaborative working in 
terms of the customer care 

experience

Provides strategic direction 
for the short, medium and 

long-term to ensure customer 
needs are actively met and 

exceeded

Provides strategic guidance 
to ensure customer 

expectations are met and 
exceeded

Reacting to customer needs 
and expectations instead of 
taking a strategic approach

Takes time to listen to 
employees and others, 

carefully seeking innovative 
approaches to ensuring 

progressive customer service

Encourages employees 
by recognising those who 
‘go the extra mile’ for the 

customer

Poor leadership and lack of 
commitment to our vision

Ensures continual 
personal and professional 
development for self and 

others to maintain excellent 
customer service

Engages with employees 
continually, communicating 

direction in terms of 
customer care

Poor visibility in terms 
of adopting a customer 

orientated approach
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Teamwork – CLT / HOST
Work hard together as a team, supporting each other and sharing information to 
achieve better results.

What this means:-

AND Corporate Leadership Team (CLT) and Heads of Service Team members (HOST) know the 
importance of working collaboratively to achieve the objectives in the Council’s Corporate Plan. 
We do this through sharing information and supporting colleagues, and by being aware of how our 
behaviour influences and impacts on others. We challenge and manage inappropriate behaviour to 
achieve better results. We promote a ‘team’ rather than an ‘us and them’ culture

GOING THE EXTRA MILE EXPECTED NEEDS DEVELOPMENT

Builds professional networks 
providing support and 

expertise by shaping and 
driving forward agendas and 

addressing concerns

Invests time in generating 
genuine team spirit

Demonstrates limited 
capability to get the best 
from people and creates 

negative feelings between 
and within teams

Develops strategies 
to help others to work 

together to achieve Council 
objectives giving managers 

and employees the 
encouragement and support 

to be the best they can be

Recognises talent in self and 
others, providing ongoing 
and regular feedback as 
well as supporting and 
encouraging others to 

achieve objectives

Not visible for guidance or 
leadership, failing to share 
or communicate Council 

objectives

Delivers high levels of 
performance and actively 
challenges and manages 
inappropriate behaviours

Identifies poor performance 
and challenges inappropriate 

behaviours in the team

Is inconsistent in how 
and when inappropriate 
behaviour is challenged

Uses listening and 
questioning techniques to 

make sure others understand 
what is happening

Effectively communicates 
ideas and information

Adopts a ‘need to know’ style 
of communication with the 

team
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Personal Responsibility – CLT / HOST
Take personal responsibility to effect, initiate and embrace new and better ways to 
deliver continuous improvement, efficiencies and value for money.

What this means:-

AND Corporate Leadership Team (CLT) and Heads of Service Team members (HOST) take strategic 
responsibility to deliver the Council objectives. We view every day as another opportunity to lead by 
example, striving to continuously improve quality service for the customer

GOING THE EXTRA MILE EXPECTED NEEDS DEVELOPMENT

Is strategically focused in 
meeting corporate objectives, 

informing, communicating 
and engaging others to be 
proactive, innovative and 

improve performance

Takes personal responsibility 
for performance 

improvement, thinking 
strategically when making 

decisions

Lacks interest in making 
strategic change happen

Thinks innovatively, continually 
seeking new ideas from self 

and others and implementing 
those ideas successfully

Delivers innovative change, 
implementing new and 

better ways of working, in 
partnership with others

Abdicates responsibility 
to continuously improve 

but takes credit if possible, 
neglecting the need for 

recognition

Takes a pro-active approach 
to talent management 

and succession planning 
in ensuring continuous 

improvement

Actively promotes talent 
management and succession 

planning as key tools 
in ensuring continuous 

improvement

Does not see the value in 
developing self and others for 

continuous improvement

A visionary leader, clearly 
communicating strategic 

direction and using positive 
influence to break down 

barriers to change

Manages change effectively, 
taking ownership for quality 
of service and continuous 

improvement

Neither efficiency or value for 
money are strategic priorities



Behaviour Charter Our Vision, Values and Behaviours30

Mutual Respect – CLT / HOST
Treat others as we expect to be treated ourselves.

What this means:-

AND Corporate Leadership Team (CLT) and Heads of Service Team members (HOST) understand our 
actions are grounded firmly in trust and respect. We listen with curiosity, build on empathy and act 
with integrity, using a management style which seeks to be inspirational, leading by example.

GOING THE EXTRA MILE EXPECTED NEEDS DEVELOPMENT

Strategically focused in 
developing and maintaining a 
culture that emphasises the 
importance of openness and 

communication

Leads by example, using an 
appropriate management 

style that considers others, 
seeing the bigger picture and 
communicating it effectively

Struggles to communicate 
the importance of openness 

and honesty

Goes beyond self-interest 
acting in ways that build 
respect in self and others

Treats others as individuals, 
considering differing needs, 

abilities and aspirations

Adopts a reactive approach 
to relationship-building

Motivates others by inspiring 
enthusiasm and excels when 

recognising effort and showing 
appreciation

Understands the importance 
of recognition, involving 
employees in celebrating 

success

Assumes ‘a one size fits all’ 
approach, does not share 

information or recognise the 
efforts of others

Ensures optimum 
performance while being 

respected by others 
as approachable and 

trustworthy

Has ability to successfully 
manage expectations 

on performance from all 
stakeholders

Does not take ownership 
of issues or performance, 
particularly in demanding 

situations
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Making a Difference – CLT / HOST
Be positive, take responsibility for the quality of our work and be passionate about 
making a difference.

What this means:-

AND Corporate Leadership Team (CLT) and Heads of Service Team members (HOST) understand the 
importance of a positive outlook at the strategic level. We take responsibility for meeting corporate 
objectives to the highest quality and believe passionately in making a qualitative difference to the lives 
of employees and customers. 

GOING THE EXTRA MILE EXPECTED NEEDS DEVELOPMENT

A visionary leader with a 
positive outlook, strategically 

focused on exceeding 
expectations

Creates a welcoming work 
environment in which to 

achieve corporate objectives 
and believes in the Council as 

an ‘employer of choice’

Makes no attempt to see 
another point of view and 

lacks the confidence to 
challenge at a strategic level

Takes a positive approach, 
seeking the opinions of others 
and setting clear direction for 

others

Uses a collaborative 
approach when seeking 

solutions and does not shy 
away from difficult situations

Does not take criticism 
well, developing short term 
solutions that do not reflect 

on the Council’s values

Strives for excellence at the 
strategic level and consistently 

consults and communicates 
with others about making a 

genuine difference

Continually looks for new 
ideas to improve the quality 
of work and appropriately 
recognises the efforts of 

others

Is quick to point out failure 
but not to acknowledge 

success

Shows commitment to quality 
and is determined to deliver 
to the highest standard and 

continually make a difference 
to the lives of others

Takes ownership of difficult 
situations, pro-actively seeking 

to overcome problems and 
provide meaningful and 

helpful solutions

Abdicates responsibility and 
sets unrealistic objectives for 

employees
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By modelling these behaviours, 
our Employees, Managers/
Supervisors, Heads of Service 
and Corporate Leadership Teams 
live our values and deliver our 
vision – that Ards and North 
Down will be the best place to 
live, work, visit and invest
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Notes
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Notes
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