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Introduction

As a Council, Armagh City, Banbridge and Craigavon Borough Council has a
statutory duty under the Local Government Act (Northern Ireland) 2014, to
publish improvement objectives each year which set out the key improvements
Council aims to deliver.
4
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introduction

Essentially, improvement is about making things better, with continuous
improvement focusing on ensuring sustainable, on-going improvements to the
way we work and deliver our services.
In this document, we are pleased to introduce our Draft Performance
Improvement Objectives for 2020-2021 and invite you to put forward your views
on these objectives.
During the latter part of 2019, work began on the development of our draft
Performance Improvement Objectives for 2020-2021. We were mindful that in
drafting Performance Improvement Objectives for 2020- 2021 that they should
be closely aligned to what our citizens told us during the development of the
Borough’s Community Plan 2017 - 2030 and Council’s Corporate Plan 2018 - 2023.
In compliance with Department for Communities (DfC) Guidance, our
improvement objectives were drafted using a strong evidence base, and
understanding of our citizens’ needs, correspond directly with Council’s

priorities, and selected on basis of critical self-analysis.
All Council Departments were tasked with gathering information on known
areas for improvement, they were asked to look at recommendations from
service reviews undertaken, and take on board any self-analysis or assessment
information from annual/other reports that provided key performance
information.
We are keen to ensure our performance improvement objectives have a positive
impact on the quality of life for all stakeholders across the Borough. We want
to give surety to residents, businesses and all of our stakeholders that we are
fully committed to using our best efforts to deliver services that are efficient,
economical and of an excellent standard. The purpose of this document is
to seek your views on the draft Performance Improvement Objectives 20202021. We welcome your on-going feedback and comments or suggestions on
how we might improve our services, and in particular, any proposals for new
improvement objectives.

This process has enabled us to identify 6 Draft Performance Improvement Objectives for 2020/2021.
Further details on each of the Objectives are contained later in this document.

We will improve the
availability of more
inclusive services for
those with Autism and
their carers
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We will increase the
number of people
participating in leisure
activities and work
with partners to enable
everyone to Get Moving
more

We will reduce the time
it takes to pay suppliers

We will reduce the
average number of day’s
sickness absence lost per
employee

We will increase the
number of Council
services areas with
service standards as an
evidence base to inform
future performance
improvement objectives

We will implement
recommendations from
our Building Control and
Planning Service Reviews
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Consultation Process

In drafting our Performance Improvement Objectives 2020-2021, we have
drawn from the previous consultation and engagement processes used in the
development of our Community Plan and Corporate Plan 2018-2023. This work
continues to help inform the identification of our improvement objectives.
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consultation
heading
process
| 01

We have previously outlined the internal consultation within Council that has taken place since Autumn 2019 with Senior Management and Council officers from
across all four directorates, exploring potential areas for improvement. In addition, we are now undertaking a wide-ranging public consultation exercise.

Consultation Opens: 25 February 2020 | Consultation Closes:
You are able to submit your feedback to us:
Online:

armaghbanbridgecraigavon.gov.uk/consultations

Email:

performance@armaghbanbridgecraigavon.gov.uk

In Writing:

Performance and Audit Department
Armagh City, Banbridge and Craigavon Borough Council
Armagh Old City Hospital, Abbey Street, Armagh, BT61 7DY

24 April 2020 at 12.00 noon

We will use a range of communication methods, including for example:
Council’s Consultation Hub, social media, Council website, email and intranet
promotion, and make hard copies of consultation papers available in each of
the 3 main civic buildings.
The draft Performance Improvement Objectives have also received the
relevant equality screening and have been subject to a Rural Needs Impact
assessment. Both of these documents are attached as part of the consultation
process.

Next Steps:
In the next section of this Consultation document, a summary table provides detail on each of the six Draft Performance Improvement Objectives
we have identified.
In presenting each of these Objectives for consultation we have highlighted:
1. How each objective links with ‘Connected’ - our Community Plan
5.
2. How each objective links to the themes and commitments within our
6.
Corporate Plan
7.
3. Why we have chosen the objective?
8.
4. What we will do to achieve the objective? - Our Actions

How we will measure success?- Our Performance Indicators
What success will look like? - Our Targets
How our Citizens and stakeholders may benefit
Which Aspects of Improvement we are addressing

Upon completion of the consultation process and analysis of feedback, as per statutory requirements, we will publish our Performance Improvement
Plan containing our Improvement Objectives for 2020-2021 on the Council website at www.armaghbanbridgecraigavon.gov.uk no later than the
statutory deadline of 30 June 2020.
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Summary Table

Draft Performance Improvement Objectives 2020-2021
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draft performance improvement objectives

The table below provides examples of actions, performance measures and potential benefits in
relation to the draft objectives, which are subject to consultation
DRAFT
PERFORMANCE
IMPROVEMENT
OBJECTIVE 1

LINK TO
COMMUNITY PLAN
& OR COUNCIL’S
CORPORATE PLAN

WHY HAVE WE CHOSEN THIS
OBJECTIVE?

WHAT WE WILL DO
(ACTIONS)

HOW WILL WE
MEASURE
(PERFORMANCE
INDICATORS)

WE WILL HAVE
SUCCEEDED IF
(STANDARDS/TARGETS)

HOW OUR CITIZENS
AND STAKEHOLDERS
MAY BENEFIT

We will improve the
availability of more
inclusive services
for those with
Autism and their
carers

Confident
Community:
Safe, accessible
and welcoming
facilities

The Council has a statutory
duty to promote equality of
opportunity between nine
categories of person, which
includes disability

Develop an Autism
Friendly Action Plan

Action Plan
developed

We have developed an
Autism Friendly Action
Plan by March 2021

Those with Autism and
their carers are better
able to access Council
services

Healthy
Community:
Work with
partners to reduce
inequalities in
health

Council wish to create a more
‘Autism friendly environment’
for their customers, confidently
opening up services to the
30,000 individuals and families
living with the daily challenges
of Autism in Northern Ireland
that previously may have been
excluded

Welcoming
Community:
Shape and design
places that value
diversity

This objective will equip Council
staff to better understand
any customers who may have
Autism and also how to adapt
the organisation’s environment
to support this

Conduct a needs
analysis and provide
relevant Autism
training/awareness for
Council employees
We have
delivered
a tailored
programme of
Autism training/
awareness
sessions to
employees

Staff training
conducted and Autism
Champions identified
and trained by March
2021

More inclusive service
delivery and improved
customer satisfaction

Autism Impact Award
achieved for March
2021

Council has recently established
an Officer working group to
oversee and develop a Council
-wide Autism Friendly Action
Plan
Performance Improvement Aspects: Service Quality, Service availability, Fairness
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DRAFT
PERFORMANCE
IMPROVEMENT
OBJECTIVE 2

LINK TO
COMMUNITY PLAN
& OR COUNCIL’S
CORPORATE PLAN

WHY HAVE WE CHOSEN THIS
OBJECTIVE?

WHAT WE WILL DO
(ACTIONS)

HOW WILL WE
MEASURE
(PERFORMANCE
INDICATORS)

WE WILL HAVE
SUCCEEDED IF
(STANDARDS/TARGETS)

HOW OUR CITIZENS
AND STAKEHOLDERS
MAY BENEFIT

We will increase the
number of people
participating in
leisure activities and
work with partners
to enable everyone
to Get Moving more

Healthy
Community:
Provide a range
of quality
opportunities for
everyone to be
active and healthy

In February 2019, Armagh
City, Banbridge and Craigavon
Borough Council unanimously
agreed to transform leisure
services in-house

Finalise and
implement Year 1 of
the indoor leisure
transformation
programme

% increase in the
number of users
of indoor leisure
activities

The number of users
of indoor leisure
facilities has increased
by 2%

Improved leisure
facilities and customer
experiences

% increase in
the number of
leisure centre
memberships

The number of leisure
centre memberships
has increased by 5%

The positive impact
on the health and
webeing of our
citizens

Open a new state of
the art Leisure Centre
- South Lake Leisure
Centre (SLLC)

SLLC is
operational
and open to the
public

SLLC is open to the
public by August 2020

Citizens will have
access to a state of
the art Leisure facility
at SLLC

Deliver the Everybody
Active Programme
2020

The number of
participants on
the Everybody
Active
Programme

We will establish
a ‘Get Moving ABC’
Communications and
Marketing Sub-Group

Sub-Group Terms
of Reference
developed and
agreed

By March 2021

Sub Group is in
operation

By March 2021

In recognition of the new
Leisure Centre at South Lake
becoming a landmark leisure
facility in Northern Ireland, it
was agreed that indoor leisure
services would undertake a
transformation project to build
the capacity required to deliver
dynamic and innovative leisure
opportunities and a modern
offering reflective of a top class
leisure facility
The ABC Get Moving Framework
(2020 - 2030) is a collective Plan
to positively impact the Health
and Wellbeing of People living
in the Borough
Combining working practices,
via the Community Planning
process, the framework is a
partnership approach aiming to
reduce inactivity and develop
more positive attitudes towards
health and wellbeing across
communities

There are 7,883
participants on the
Everybody Active
Programme during
2020/21

Performance Improvement Aspects: Strategic Effectiveness, Service Quality, Service Availability, Efficiency, Sustainability, Innovation
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Citizens will benefit
from clear consistent
messaging from
Council and our
Community Planning
partners, about the
benefits of being
active

draft performance improvement
heading
objectives
| 01

DRAFT
PERFORMANCE
IMPROVEMENT
OBJECTIVE 3

LINK TO
COMMUNITY PLAN
& OR COUNCIL’S
CORPORATE PLAN

WHY HAVE WE CHOSEN THIS
OBJECTIVE?

WHAT WE WILL DO
(ACTIONS)

HOW WILL WE
MEASURE
(PERFORMANCE
INDICATORS)

WE WILL HAVE
SUCCEEDED IF
(STANDARDS/TARGETS)

HOW OUR CITIZENS
AND STAKEHOLDERS
MAY BENEFIT

We will reduce the
time it takes to pay
suppliers

Committed
Council:
Take a one council
approach with
clear, robust
and accountable
processes

Council’s Self-Assessment
Report for 2018-2019 shows
Prompt Payment figures for our
Council alongside figures for
other Councils across Northern
Ireland

Review internal
cross-departmental
processes for
processing creditors’
payments

The average time
taken to make
payments to
creditors

19 days or less

More expedient
turnaround times on
invoice payments to
suppliers

From 2015 to date there has
been a fluctuation in terms of
number of processing days for
invoices but Council continues
to work to reduce processing
times and this will be monitored

Deliver training on
Finance System to all
Departments

Number of
Departments that
have received
training on the
Finance System

Increased
customer
satisfaction with
council services

15 Departments have
received training
on Council’s finance
system

Improved customer
service to those we
do business with
especially those based
within the Borough

Performance Improvement Aspects: Strategic Effectiveness, Service Quality and Efficiency
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DRAFT
PERFORMANCE
IMPROVEMENT
OBJECTIVE 4

LINK TO
COMMUNITY PLAN
& OR COUNCIL’S
CORPORATE PLAN

WHY HAVE WE CHOSEN THIS
OBJECTIVE?

WHAT WE WILL DO
(ACTIONS)

HOW WILL WE
MEASURE
(PERFORMANCE
INDICATORS)

WE WILL HAVE
SUCCEEDED IF
(STANDARDS/TARGETS)

HOW OUR CITIZENS
AND STAKEHOLDERS
MAY BENEFIT

We will reduce the
average number
of day’s sickness
absence lost per
employee

Committed
Council:
Take a one council
approach with
clear, robust
and accountable
processes

Council’s Self-Assessment
Repoårt for 2018-2019 provides
detailed Staff Absenteeism
figures for our Council in
comparison with all Councils
across Northern Ireland The
figures show a continued
increase in our overall
absenteeism figure from 2016/17
to 2018/19

Continue to manage
absence closely

The average
number of
day’s sickness
absence lost per
employee

The average number
of days sickness
absence lost per
employee, in 2020/21
is reduced to 16 or
lower

This objective will
contribute to the
overall health and
wellbeing of our
Borough, as 81% of
our employees reside
in the Borough

Increased
customer
satisfaction with
council services

The average rate of
short term absences
in 2020/21 is reduced
to 14% or lower
The average rate of
long term absences in
2020/21 is reduced to
5% or lower

Council is in the process of
implementing a new ABC
Attendance Management Policy
and Procedure, which will
ensure a consistent approach
to dealing with absence across
the Council and address the
increased trend

Deliver employee
engagement and
wellbeing initiatives
Implement and
deliver training on the
Absence Management
policy and procedure
to all managers

Number of
employee
engagement
and wellbeing
initiatives
delivered
Number of
managers who
have attended
training

Performance Improvement Aspects: Strategic Effectiveness, Service Quality, Service Availability and Efficiency
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We have delivered 4
employee engagement
and wellbeing
initiatives during
2020/21
At least 70% of all
managers have
attended training

Better continuity of
service delivery
Reduced expenditure
associated with
employee absence

draft performance improvement objectives

DRAFT
PERFORMANCE
IMPROVEMENT
OBJECTIVE 5

LINK TO
COMMUNITY PLAN
& OR COUNCIL’S
CORPORATE PLAN

WHY HAVE WE CHOSEN THIS
OBJECTIVE?

WHAT WE WILL DO
(ACTIONS)

HOW WILL WE
MEASURE
(PERFORMANCE
INDICATORS)

WE WILL HAVE
SUCCEEDED IF
(STANDARDS/TARGETS)

HOW OUR CITIZENS
AND STAKEHOLDERS
MAY BENEFIT

We will increase the
number of Council
service areas with
service standards
as an evidence
base to inform
future performance
improvement
objectives

Committed
Council:
Take a one council
approach with
clear, robust
and accountable
processes

In June 2017 Council approved
a Customer Care Strategy, with
associated annual Action Plans
The purpose of the Strategy
is to improve customer care,
increase accessibility to Council
services and improve customer
satisfaction

Review the current
service standards for
Council services

The number of
service areas
with service
standards

We have an increased
number of service
areas with agreed
service standards

Develop internal
guidance for setting
service standards

Service Standards
Internal guidance
developed

Internal guidance
for setting service
standards is
developed

There will be a
better evidence base
available to inform
future improvement
objectives and
provide continuous
improvement in
service delivery

Increased
customer
satisfaction with
council service

We have chosen this objective
to further improve service
delivery
It is our ambition to provide an
excellent standard of service to
everyone

We have increased
the number of service
areas with baseline
customer satisfaction
information by March
2021

Customers will be
aware of Council
service standards

Performance Improvement Aspects: Strategic Effectiveness, Service Quality, Service Availability, Fairness
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DRAFT
PERFORMANCE
IMPROVEMENT
OBJECTIVE 6

LINK TO
COMMUNITY PLAN
& OR COUNCIL’S
CORPORATE PLAN

WHY HAVE WE CHOSEN
THIS OBJECTIVE?

WHAT WE WILL DO
(ACTIONS)

HOW WILL WE MEASURE
(PERFORMANCE
INDICATORS)

WE WILL HAVE SUCCEEDED IF
(STANDARDS/TARGETS)

HOW OUR CITIZENS
AND STAKEHOLDERS
MAY BENEFIT

We will implement
recommendations
from the Building
Control and
Planning service
reviews

Enhanced Place:
Increase
community
understanding and
enjoyment of the
natural and built
environment

This objective, which has
been carried forward
from 2019/20, relates
to improvement of the
Planning and Building
Control application
processes for residents
and businesses, with
the aim of improving
customer satisfaction as
well as processing times

Implement
recommendations
from the Building
Control Service
Review

% of recommendations
implemented from the
Building Control Service
Review

60% of recommendations
from the Building Control
Service Review are
implemented by March 2021

Improved building
control application
processes

% of recommendations
implemented from the
Planning service review

60% of recommendations
from the Planning Service
Review are implemented by
March 2021

The average processing
time of major planning
applications (statutory
performance indicator)

Major planning applications
processed from date valid
to decision or withdrawn
within an average of
30 weeks (statutory
performance standard/
target)

Revitalised Place:
Secure investment
in infrastructure
and connectivity

Service Reviews were
carried out by the
Planning and Building
Control Departments in
2018
The resulting Action
Plans identified short,
medium and longterm actions to deliver
more streamlined,
effective, and efficient
and customer focused
services which meets the
needs of our customers

Implement
recommendations
from Planning
Service Review

The average processing
time of local planning
applications (statutory
performance indicator)
The % of planning
enforcement cases
progressed within
39 weeks (statutory
performance standard/
target)

Local planning applications
processed from date valid
to decision or withdrawn
within an average of
15 weeks (statutory
performance standard/
target)
70% of all planning
enforcement cases
progressed to target
conclusion within 39 weeks
(statutory performance
standard/target)

Performance Improvement Aspects: Strategic Effectiveness, Service Quality, Service Availability, Efficiency, Sustainability, Innovation
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Improved processing
times for building
control and planning
applications
Improved
understanding of the
processes involved
Improved Customer
Satisfaction with the
processes involved

Consultation Questionnaire
Draft Performance Improvement Objectives 2020-2021
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Armagh City, Banbridge and Craigavon Borough Council is conducting a
consultation to seek your views on our Draft Performance Improvement Objectives
2020 - 2021.
The draft objectives and consultation questionnaire can be accessed on the
Council’s website. These may be found at:
armaghbanbridgecraigavon.gov.uk/consultations
The consultation period closes on Friday 24 April 2020.
Our Performance Improvement Objectives reflect how we as an organisation
commit to the long-term outcomes identified in the Community Plan and Corporate
Plan, as well as all of the ongoing provision of the work we do to ensure high
quality services.
The Council welcomes any comments you may wish to make on the draft
Performance Improvement Objectives and the draft EQIA Policy Screening form/
Rural Needs Impact Assessment.

16
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Should you wish to receive the document in hard copy or an alternative format
please contact us using the contact details below.
Email:

performance@armaghbanbridgecraigavon.gov.uk

Telephone:

0300 0300 600 or 028 3752 9669

In writing:

Performance Improvement Team
Armagh City, Banbridge and Craigavon Borough Council,
Old Armagh City Hospital,
39 Abbey Street,
ARMAGH,
BT61 7DY

All responses should be returned, no later than Friday 24 April 2020 preferably via
Council’s Consultation Hub online or as per contact details listed above.

consultation questionnaire

Are you responding as an individual or an organisation?
Individual

D

Organisation

D

Name

Organisation

Address

Telephone No

Email

Please tell us how you learned about this consultation:

D

Newspaper

D

Council’s website

D

Social media

D

Other

D

Please tick this box to grant Armagh City Banbridge and Craigavon Borough Council permission to contact you for the purposes of this consultation. Information provided will only be
shared with Council departments where appropriate.

QUESTION 1:
What is your main interest in responding to this consultation? Please tick all that apply
Resident
Statutory Organisation

D

Elected member

D

Local Community Organisation

D

Local business

D

D

Other

D

Local Government

D

If other, please provide further detail below:
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QUESTION 2: PROPOSED PERFORMANCE IMPROVEMENT OBJECTIVES
Do you agree that the proposed Performance Improvement Objectives are appropriate for our Borough? Please indicate whether you agree or disagree with the proposed Performance
Improvement Objective in the tick box provided. As well as the proposed objective, you may wish to reflect on the key actions and measurements as described in the consultation
document.
We welcome your views and you may also wish to consider the additional prompts and provide comments in the boxes below.
1.

We will improve the availability of more inclusive services for those with Autism and their carers.
You may wish to let us know of best practice initiatives/ideas that Council could consider to improve the availability of services for those with Autism and their
carers.

Agree

Disagree

C

C

Agree

Disagree

C

C

Agree

Disagree

C

C

Comments:

2.

We will increase the number of people participating in indoor leisure activities and work with partners to enable everyone to Get Moving more.
We are keen to gather views on how Council should communicate the benefits of being active and encourage everyone to Get Moving.

Comments:

3.

We will reduce the time it takes to pay suppliers.
As a key procurer of goods and services in the Borough, Council is aware of the importance of cashflow to businesses. We want to ensure that suppliers receive
payments more quickly.

Comments:

18
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consultation questionnaire
4.

We will reduce the average number of days sickness absence lost per employee.
Council wish to contribute to the overall health & wellbeing of our Borough, this includes the health and wellbeing of our own workforce.

Agree

Disagree

C

C

Agree

Disagree

C

C

Agree

Disagree

C

C

Comments:

5.

We will increase the number of Council service areas with service standards as an evidence base to inform future performance improvement objectives.
We are keen to gather the views of citizens and customers on the standard of service provided by Council. You may wish to comment on your experience of Council
services. (please state which service you used)

Comments:

6.

We will implement recommendations from Building Control and Planning Service Reviews.
You may wish to comment on your experience of using our Planning/Building Control services, stating which service you used.

Comments:

armaghbanbridgecraigavon.gov.uk 19

QUESTION 3: SUGGESTIONS FOR IMPROVEMENT
Council is committed to our General Duty to Continuously Improve. If there are specific areas or functions of Council where you would like to see improvements made, please provide detail
in the space below.

20
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consultation questionnaire
QUESTION 4: EQUALITY
Do you feel the draft Armagh City, Banbridge and Craigavon Borough Performance Improvement Objectives will have a positive or negative effect on the following. (Tick the box)
Strongly Positive

Mainly positive

No effect

Mainly negative

Strongly negative No opinion

Persons with/without dependants
Persons with/without a disability
Men and Women
Sexual Orientation
Marital Status
Racial Groups
Different ages
Political Opinion
Religious Belief
Comments

armaghbanbridgecraigavon.gov.uk 21

QUESTION 5: RURAL NEEDS IMPACT ASSESSMENT
Do you agree that the Rural Needs Impact assessment will have a positive impact on the Rural needs within our Borough?
If you have any further comments on draft Rural Needs Impact Assessment, please comment below.
Comments

22
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Yes

No

C

C

heading | 01

Consultation & Customer
Survey Privacy Notice

Armagh City, Banbridge and Craigavon Borough Council is a Data Controller under
the Data Protection Act 2018 and the General Data Protection Regulation (GDPR).
This notice confirms Armagh City, Banbridge and Craigavon Borough Council’s
commitment to protect your privacy and to process any personal data submitted by
you in a manner, which meets the requirements of the Data Protection legislation.

For more information on your rights, please see use the following link on the
Information Commissioner’s Office website
www.ico.org.uk/global/privacy-notice/provide-a-response-toa-consultation.

The purpose of this consultation is fully described in the introduction. By
participating, Armagh City, Banbridge and Craigavon Borough Council accept that
you are opting in to freely submit information and personal data on a consensual
basis. We will process any other personal data provided in the responses so as
to inform the development of our policy, guidance or other regulatory work in the
subject area of the consultation. We may publish a summary of the consultation
responses but this will not contain any personal data.

Information and personal data submitted for consultation purposes will be
retained securely and in line with Armagh City, Banbridge and Craigavon Borough
Council’s Records Retention and Disposal Schedule.

The legal basis we rely on to process your personal data is article 6(1)(e) of the
GDPR, which allows us to process personal data when this is necessary to perform
our public tasks as a Council. We process personal data in consultation responses
in our capacity as a Council, so you have a right to object to this processing of your
personal data. There are legitimate reasons why we may refuse your objection,
which depend on why we are processing it.

We use data processors and may sometimes share the information you provide in
your response. If we do this, we will tell you in the consultation process. This may
vary depending on the consultation, but we will make this clear in each case.
If you wish to withdraw from the consultation/customer survey process, please
contact the Performance Team
e performance@armaghbanbridgecraigavon.gov.uk
p +44 [0]28 3752 9669

Thank you for taking part in this consultation.
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Armagh Office
The Palace Demesne
Armagh
BT60 4EL

Banbridge Office
Civic Building
Downshire Road
Banbridge BT32 3JY

Craigavon Office
Craigavon Civic &
Conference Centre
Lakeview Road
Craigavon BT64 1AL

+44 (0)28 3752 9600

+44 (0)28 4066 0600

+44 (0)28 3831 2400
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performance@armaghbanbridgecraigavon.gov.uk
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