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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.
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Essentially, improvement is about making things better, with continuous improvement focusing on ensuring 
sustainable, on-going improvements to the way we, as a Council, work and deliver our services.

In this document, we are pleased to introduce our Draft Performance Improvement Objectives for 2019-2020 
and invite you to put forward your views on these objectives.

During the latter part of 2018, work began on the development of our draft Performance Improvement 
Objectives for 2019-2020.  We are also very mindful that in drafting our Performance Improvement Objectives 
for 2019- 20 these should be very closely aligned to what our citizens told us during the Community Planning 
and Corporate Planning process. 

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/mid-year reports that provided key information. 

Further details on each of the Objectives are contained later in this document.  

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 2019-
2020.  We welcome your on-going feedback and comments or suggestions on how we might improve our 
services and in particular, if you would like to propose any new improvement objectives. 

ECONOMIC 
We will support 
businesses to 
improve economic 
growth across the 
borough.

APPEARANCE 
We will improve 
the physical 
appearance and 
maintain above 
average levels of 
cleanliness for 
our urban and 
rural areas. 

IMPROVE 
We will implement 
recommendations 
from Building 
Control and 
Planning Service 
Reviews.

SERVICE 
We will improve 
our methods 
of obtaining 
customer 
feedback & 
increase the 
numbers of 
service areas 
with baseline 
satisfaction 
levels.

WELL BEING 
We will increase 
participation 
in Council led 
health, cultural 
and social 
activities.

01 0302 04 05

This process has enabled us to identify 5 Draft 
Performance Improvement Objectives for 2019/2020. 
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Consultation 

In drafting our Performance Improvement 
Objectives 2019-2020 we have drawn from the 
significant consultation and engagement process 
used in the development of our Community Plan 
and our Corporate Plan 2018-2023. 
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This work has helped to inform the identification of our improvement objectives. We have previously outlined 
the internal consultation within Council that has taken place since Autumn 2018 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: 28 March 2019 Consultation Closes:  23 May 2019 at 12.00 noon

You are able to submit your feedback to us by:

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

consultation 

We will also use local newspapers, social media, postal campaigns, 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.

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 2019-2020 on the Council website at armaghbanbridgecraigavon.gov.uk no later 
than the statutory deadline of 30 June 2019.

This next section of this Consultation document outlines in detail each of the 5 Performance 
Improvement Objectives.

We have highlighted how each Performance Improvement Objective links to ‘Connected’ - 
our Community Plan, and how it aligns to our Corporate Plan 2018-2023, our themes and 
commitments.

We have provided a rationale as to why each objective has been chosen, as well as:
OUR ACTIONS - What we will do to achieve it? 
OUR PERFORMANCE INDICATORS  - How we will measure?
OUR TARGETS - What success will look like?  

Next Steps:
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Improvement 
Objective 1
We will support businesses to improve economic 
growth across the Armagh City, Banbridge & 
Craigavon borough. 
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COMMUNITY PLAN THEME: CORPORATE PLAN THEME & COMMITMENT: 

ECONOMY/COMMUNITY ENTERPRISING ECONOMY/HEALTHY COMMUNITY

Why did we choose this objective?
Council has highlighted the economy as a key priority 
within its Corporate Plan and it features as a very 
strong priority in the Borough’s Community Plan. A 
thriving local economy is key to creating employment 
opportunities and offering a variety of valued 
services, and increased quality of life to our residents 
and visitors. The Council is acutely aware at this time 
of the external environment, in particular, uncertainty 
over the potential impact of Brexit and the lack of 
an Executive, and therefore has prioritised business 
support to protect and sustain the local economy. 

In 2018/19 to date, 160 jobs have been created 
through Council’s ‘Go for It’ programme, formerly 
the Business Start Programme, with Council on 
track to exceed the statutory target of 165 jobs.  In 
addition, the Council has recently established a 
stakeholder led Employability and Skills Forum, and 
launched a Life and Health Sciences Strategy and a 
Business Networking Series Programme.  In 2019-2020 
further initiatives such as the ‘Win More Business’ 
programme will be offered to support increased 
entrepreneurial and job creation rates across the 
Borough. Council will continue to offer and provide 
support to the Borough’s diverse business base 
including start-ups, priority growth sectors, tourism, 
social enterprises and rural businesses. 

In the context of continuous change and current 
uncertainty, the Council’s Evening Economy Strategy 
and action plan looks at the importance of the 
evening economy to the wider regeneration of the 
urban centres.  Council see the evening economy as 
an area of growth and recognise it’s role in enhancing 
urban centres, helping to create stimulating 
destinations, which are safe, secure environments, 
with a vibrant choice and rich mix of entertainment 
and activity. 

As part of our SOAR Programme, the Rural Business 
Investment Scheme plans to support rural businesses 
with exporting potential, growth and to develop and 
create new value added jobs for Northern Ireland.  
A series of funding workshops were held in January 
2019 for those applicants hoping to apply for funding 
to assist them with development opportunities.

In addition to Council’s support to business 
in terms of job promotion and creation, our 
Environmental Health Department provides crucial 
support to businesses with guidance on regulatory 
requirements.

Economy
• Foster an entrepreneurial culture leading to 

business start-up and growth.
• Provide information, services and programmes to 

promote and sustain business and build a strong 
thriving economy

Healthy Community
• Ensure that high standards of health protection and 

safety are met across the borough

Lead Departments
ECONOMIC DEVELOPMENT  
Whilst a lead Department has been identified, there 
is a cross-departmental, collaborative, one council 
approach to setting and achieving this objective and 
as such a number of Departments have a role to play. 

improvement objective 1  
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OUR ACTIONS
What will we do to achieve this objective?

OUR PERFORMANCE INDICATORS
How will we measure progress?

Delivery of a range of 
initiatives for businesses to  
enhance & support 

regulatory compliance

Promote & facilitate 
new business  
start-ups by delivering the 
‘Go For It’ business start-up 
programme.

Support the  
growth efforts  
of our indigenous Small Medium Enterprises(SMEs), micro 
enterprises and social enterprises, by delivering a range of 
council led support and training programmes

The number of :
• Jobs promoted through business start-up activity Go 

For It Programme

• Businesses participating in council led programmes

• New rural jobs created through the SOAR Rural 
Development Programme

• Initiatives delivered to enhance and support 
regulatory compliance

improvement objective 1

to access funding to assist 
businesses to grow & diversify 

into new export markets via SOAR 
Rural Development Programme.

Enable rural businesses 
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PERFORMANCE IMPROVEMENT ASPECTS
This objective relates to the following aspects of improvement:

Strategic 
Effectiveness

Service 
Quality

Service 
Availability

Innovation

165  

25  

OUR TARGETS
What will success look like?

348 
businesses  
will have participated on  
Council led programmes.

new rural jobs 
through the SOAR 
Rural Development 
Programme. 

new jobs 
through the Go For 
It, business start up 
programme

10 
interventions  

will be delivered for 
businesses to enhance & 

support regulatory compliance

We have created...
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Improvement 
Objective 2
We will improve the physical appearance, and 
maintain above average levels of cleanliness, for 
our urban and rural areas.
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COMMUNITY PLAN THEME: CORPORATE PLAN THEME & COMMITMENT: 

COMMUNITY/PLACE ENHANCED PLACE/WELCOMING COMMUNITY

Why did we choose this objective?
Ensuring that our urban and rural areas for which 
Council is responsible are well maintained, is 
fundamental if we are to fulfil our corporate 
commitment to ensure our neighbourhoods are more 
attractive, healthier, safer and cleaner. Whilst as a 
Council we are performing extremely well in terms of 
the statutory recycling rates, we still face increasing 
challenges in relation to cleanliness impacted by 
graffiti, dog fouling and littering.  

These issues are areas of concern that our Elected 
Members continue to raise on behalf of constituents 
and to that end, Clean Neighbourhoods has been 
identified as one of Councils priority projects within 
our Corporate Plan 2018-2023. Council recognises the 
importance of continuing to maintain high levels of 
cleanliness; however, this has to be set against the 
backdrop of financial constraints. During 2019-2020, 
we intend to conduct a door-to-door residents survey 
to around 14,000 homes in the Borough seeking 
feedback on street cleaning, clean neighbourhoods 
and recycling & refuse collection. This will allow us to 
continue to assess satisfaction with cleanliness of the 
Borough and listen and respond to new ideas. Council 
will also continue to support and utilise the services 
of Keep Northern Ireland Beautiful (KNIB) including 
their annual survey to help inform and improve the 
cleanliness of the Borough. We also recognise the 
importance of improving the physical appearance and 
attractiveness of our urban areas to support for our 
City and town centre businesses.

During 2018-2019 Council officers, politicians, the 
Chamber of Commerce and trade groups held 
discussions on the future development and 

sustainability of the towns and urban centres due 
to the very obvious and widespread national issues 
currently facing town and city centre businesses. Our 
retail sector is constantly evolving and adapting in 
response to consumer and lifestyle trends and other 
market influences. Such trends and influences will 
continue to transform traditional high streets and 
our town centres. It is vital that our centres retain a 
diverse mix of uses, with an offering that is desirable, 
attractive and inclusive to everyone. 

Vacancy rates are considered as an indicator of how 
healthy a town centre is. Within the Borough the five 
main City/Town Centres vacancy rates indicate mixed 
levels of performance; Armagh City Centre 22.8%, 
Banbridge Town Centre 20.6%, Central Craigavon 
8.4%, Lurgan Town Centre 24.8% and Portadown Town 
Centre 26.1% with an average vacancy rate of 23.2% 
across the five centres (Oct 2018 Town Centre Vacancy 
Rates- Department for Communities Town Centre 
Database).

It was recognised that each of our towns are 
facing different challenges and a tailored form of 
intervention will be required for each. A partnership 
approach via the newly established Town Centre 
Taskforce has been proposed to implement a range of 
targeted actions focused on town centre development 
and regeneration. This may include a maintenance 
programme to incorporate trees, flowers, lighting, 
street furniture.  Shrouding and screening of derelict 
properties where alternative approaches have been 
exhausted is being explored.

Community
• Shape and design places that value diversity and 

are welcoming, safe and accessible for all.

Place
• Increase community understanding and enjoyment 

of natural and built environment
• Ensure our neighbourhoods are more attractive, 

healthier, safer and cleaner.

Lead Departments
ENVIRONMENTAL SERVICES / REGENERATION
Whilst there are lead Departments identified, there 
is a cross-departmental collaborative, one council 
approach to setting and achieving this objective and 
as such a number of Departments have a role to play.

improvement objective 2
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improvement objective 2

OUR ACTIONS
What will we do to achieve this objective?

OUR PERFORMANCE INDICATORS
How will we measure progress?

Establish baseline 
customer satisfaction levels 
for cleanliness through customer survey

Implement 
Town Centre 
Taskforce 
Action Plan

• Levels of cleanliness as per Keep Northern Ireland 
Beautiful (KNIB) survey

• Number of high quality parks/green spaces 
(those holding Green Flag Award status or similar) 
maintained

• Customer satisfaction survey undertaken 

• Number of property owners/retailers engaged in 
funding initiatives

• Number of actions implemented within relevant 
timescale from Town Centre Taskforce Action Plans

Implement Clean 
Neighbourhoods Action Plan
Borough wide grass cutting schedule and 
a borough wide cleansing model
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improvement objective 2

PERFORMANCE IMPROVEMENT ASPECTS
This objective relates to the following aspects of improvement:

Strategic 
Effectiveness

Service 
Quality

Service 
Availability

Sustainability

Innovation

OUR TARGETS
What will success look like?

Top Quartile 
Annual Keep 
Northern Ireland 
Beautiful National 
Benchmarking 
Report 

10 
Green Flag 
Awards
or similar for 
2019-2020

customer 
satisfaction 
baseline 
information about 
the cleanliness of 
the Borough 

empty to occupied 
projects completed 

2 
gateway projects 
at design stage 

potential new 
town centre 
businesses 

50 
property 
owners/retailers 
engaged in funded & 
partnership initiatives

identified 

24 
vacant/derelict 
properties shrouded/
screened 
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Improvement 
Objective 3
We will improve our methods of obtaining 
customer feedback and increase the numbers of 
service areas with baseline satisfaction levels.
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Why did we choose this objective?
Customer service has been identified as one of 
our critical priorities. In June 2017 Council agreed a 
Customer Care Strategy and each year since have 
developed an associated action plan. Customer 
service is central to the Council’s aim of providing 
people centred services. It should be at the core of 
everything we do and be visible in all aspects of both 
internal and external service delivery, demonstrated 
through the behaviours of our people. We see 
improved customer care provision as a key aspect of 
a corporate wide performance improvement agenda.

It is our ambition to provide excellent services to 
everyone. It is essential therefore, that all service 
areas and departments receive customer feedback 
and have information on customer experiences so 
that we can use this information, within resources, 
to improve service delivery and ultimately increase 
customer satisfaction.

We are aware there are improvements to be made 
in terms of harmonisation across Departments 
on the range of methods to obtain customer 
feedback and promoting the use of our Consultation 
Hub.  Council has made a good start to building 
online consultations and surveys in its first year 
of use. Between January and November 2018, 43 
consultations/surveys were created and 23 were 
published. In the coming year, we want to fully 
explore the use of the Consultation Hub.

If a customer has taken the time to provide feedback, 
then it is recognised that they should be told how 
that information has been used. This is why we want 
to further explore the use of the Councils online 
consultation Hub ‘You said, we did’ facility. 

Committed Council
• Take a one council approach with clear, robust and 

accountable processes
• Increased customer satisfaction with council 

services

Lead Department
PERFORMANCE AND AUDIT 
All Departments are responsible for delivery of this 
objective. However, the cross-departmental Customer 
Care Project Team take a lead role in delivering 
the Customer Care Strategy and overseeing the 
implementation of an associated Customer Care 
Action Plan.

COMMUNITY PLAN CROSS CUTTING THEME: CORPORATE PLAN THEME & COMMITMENT: 

CONNECTIVITY COMMITED COUNCIL

improvement objective 3
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OUR ACTIONS
What will we do to achieve this objective?

Develop internal guidance for 
departments on methods to 
obtain customer feedback

Provide training 
on guidance for 
all departments

Develop and agree a plan 
for departments to obtain 
customer satisfaction 
information

OUR PERFORMANCE INDICATORS
How will we measure progress?

• Internal guidance developed on methods to obtain 
customer feedback.

• The number of departments trained on guidance for 
obtaining customer feedback

• The number of departments with baseline customer 
satisfaction levels 

• Guidance and training provided to all departments 
on the use of the “You said, We did” facility on the 
Council’s Consultation Hub

improvement objective 3

Maximise use of 

Council’s 
Consultation 
Hub
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OUR TARGETS
What will success look like?

PERFORMANCE IMPROVEMENT ASPECTS
This objective relates to the following aspects of improvement:

Internal guidance
on obtaining customer feedback 
available for use by Autumn 2019

16 
Departments 
will have been trained on 
methods to obtain customer feedback

At least 

50% 
of departments will have baseline 
customer satisfaction information

“You said, We did” 
facility on the Council 

Consultation Hub to be in 
use by Autumn 2019

Strategic 
Effectiveness

Service Quality FairnessService 
Availability

improvement objective 3   
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Improvement 
Objective 4
We will implement recommendations from 
Planning and Building Control Service Reviews.
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Why did we choose this objective?
Under the reform of Local Government in 
2015, responsibility for Planning development, 
management and the Area Plan transferred to local 
government.  
The Planning Department is responsible for delivering 
planning functions in the Borough on behalf of the 
Council. This involves making decisions on planning 
applications received, enforcing breaches of planning 
control, making Tree Preservation Orders, protecting 
and preserving the natural and built heritage and 
preparing a Local Development Plan (LDP) for the 
Borough.  Since this transfer of planning powers, in 
2018 Council undertook an analysis of the planning 
service performance, reviewed baseline, engaged 
with our customers to seek feedback on service 
delivery to date and looked at how we could improve 
and enhance service delivery for our customers in the 
future. One of the expected outcomes identified was 
a greater integrated service approach to delivery of 
the Building Control and Planning Services.  

A service review was also carried out in our Building 
Control department. The Building Control Department 
aims to deliver a customer-focused, responsive and 
quality service to architects, designers, developers, 
builders, solicitors and the general public, and 
in doing so to ensure a safer, healthier and more 
accessible built environment for all.  Delivered across 
its 3 offices in Armagh, Banbridge and Craigavon, 
Building Control undertakes a high level of service 
delivery; recent regional figures indicate that this 
Council has consistently had the highest number of 

1  Relates to statutory performance indicators and standards - The Local Government (Performance Indicators and Standards) Order (NI) 2015

new homes started and completed in the last 2 years.  
Since 2015, Building Control has dealt with almost 
3600 building regulation applications and around 
14,000 site inspections each year.   

An integral element of the Building Control service 
review was to explore and assess good practice, to 
inform potential service improvements, planning and 
priorities for the Department over the next few years.  
Areas were identified where services could be more 
streamlined, enhanced or automated.  

This objective relates to the improvement of the 
planning and building control processes for residents 
and businesses, with the aim of improving customer 
satisfaction as well as processing times.

The resulting Action Plans identify short, medium 
and long-term actions, which will deliver a more 
harmonised, effective, efficient, and better 
customer focused service, which meets the needs 
of our customers. To assist in the delivery of these 
actions, Planning will seek to appoint a designated 
Implementation Manager to lead, review and monitor 
these recommendations.

Planning performance measures will also be reported 
and included in Council’s Statutory Indicators. 1

The resulting Action Plans identify short, medium 

COMMUNITY PLAN THEME: CORPORATE PLAN THEME & COMMITMENT: 

PLACE ENHANCED/REVITALISED PLACE/COMMITTED COUNCIL

Enhanced
• Increase community understanding and enjoyment 

of the natural and built environment

Revitalised
• Secure investment in infrastructure and 

connectivity

Committed Council
• Take a one council approach
• Increased customer satisfaction  

Lead Departments
PLANNING AND BUILDING CONTROL 
Whilst there are lead Departments identified, there 
is a cross-departmental collaborative, one council 
approach to setting and achieving this objective and 
as such a number of corporate Departments may 
assist Planning and Building Control. 

improvement objective 4
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OUR ACTIONS
What will we do to achieve this objective?

OUR PERFORMANCE INDICATORS
How will we measure progress?

Planning Department 
to appoint an 
Action Plan 
Implementation 
Manager 

• The number of short term and medium term 
recommendations implemented from Building Control 
Service Review 

• Building Control administration model developed and 
implemented

• Action Plan Implementation Manager appointed to 
Planning Department

• Commence delivery of Planning Action Plan 
recommendations relevant to 2019-2020 

• The average processing time of major planning 
applications (statutory) 

• The average processing time of local planning 
applications (statutory) 

• The % of planning enforcement cases progressed 
within 39 weeks (statutory)

improvement objective 4

Implement short term (6mths),  
medium term (12mths) recommendations 
from Building Control Service Review 
Implement recommendations from the 
Planning Service Review 
Develop & implement an administration 
model for Building Control 
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PERFORMANCE IMPROVEMENT ASPECTS 
This objective relates to the following aspects of improvement:

OUR TARGETS
What will success look like?

Recommended actions
implemented for Building Control
4 within 6 months // 5 within 12 months

Building Control administration 
model implemented by 
September 2019

Implementation Manager 
in Post & Planning 

Department Action Plan 
delivery commenced by 

August 2019

Applications processed 
from date valid to decision 
or withdrawn on average

Strategic 
Effectiveness

Service 
Quality

Service 
Availability

Sustainability

Innovation

Fairness

all planning enforcement 
cases progressed to target 
conclusion within 39 weeks of 
receipt of complaint70%

Local 
applications 
15 weeks

Major 
applications 
30 weeks

improvement objective 4



24    Draft Performance Improvement Objectives 2019-2020

Improvement 
Objective 5
We will increase participation in Council led 
health, cultural and social activities.
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Healthy 
• Provide a range of quality opportunities for 

everyone to be active and healthy.

Creative
• Increase participation in arts and culture to high 

quality creative experiences.

Lead Departments   
HEALTH AND RECREATION
Whilst lead Departments are identified, there is 
a cross-departmental collaborative, one council 
approach to setting and achieving each objective and 
as such a number of Departments have a role to play. 
Why did we choose this objective?
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It is Council’s aspiration that everyone is supported 
to achieve the longest, healthiest, most fulfilling life 
possible. We want to support our residents to make 
positive lifestyle choices, be more resilient and better 
equipped to cope with life’s challenges.

Baseline evidence conducted for the Community Plan 
identifies a number of health and well-being issues 
for the local population. Life expectancy is the most 
commonly used measure to describe the health of 
the population. In 2014-16, male life expectancy in 
the borough overall was 79.2 years, while in the most 
deprived areas it was 76.0 years - a gap of 3.1 years. 
For females, life expectancy overall was 82.5 years, 
and 81.2 years in the most deprived areas - a gap of 
1.4 years.

In addition, evidence indicates that half of our 
residents (56%) are meeting recommended levels 
of physical activity. The correlation between levels 
of deprivation and health inequalities is well 
documented. The NI Health Survey asked questions 
on general health and longstanding illnesses. Looking 
at results for 2016/17, 73% of adults in NI described 
their health as ‘good’ or ‘very good’.  Respondents in 
the most deprived areas were less likely to describe 
their health as good or very good (60%) than those in 
the least deprived areas (80%).

Our Neighbourhood Renewal strategy helps to 
address these inequalities, tackling disadvantage and 
deprivation in partnership with local people, working 
in  the top 10% most deprived neighbourhoods across 
NI; 4 of which fall within our Borough.  

In the Borough, engagement levels in arts and culture 
are high, 86% of adults engaged in culture and arts 
in the past year (based on three-year average for 
2013/14-2015/16). Engagement levels for young people 
are also available from the Young Persons’ Behaviour 
and Attitudes Survey (YPBAS)2, conducted every 
 

2 Engagement in culture, arts and leisure by young people in Northern Ireland, Findings from the Young Persons’ Behaviour and Attitudes  
 Survey 2016, NISRA, Department for Communities: www.communities-ni.gov.uk/publications/engagement-culture-arts-and-leisure-by- 
 young-people-northern-ireland-2016.

three years. Analysis available at Northern Ireland 
level, shows in 2016, almost all young people (97%) 
had engaged with culture and the arts at least once 
within the previous year. This proportion has been 
consistent over the trend period, 2007 to 2016. 

Statistical evidence for the borough, tells us 
that 1 in every 3 households booked tickets at a 
performing arts venue between 2014-2016.  However, 
2 out of 3 of those who booked did so at a venue 
outside the council area.  It is worth noting that 
half of the postcodes in the borough are closer 
to performing arts venues across 3 other council 
areas than they are to the Market Place Theatre in 
Armagh (Source: Thrive) . Ongoing discussions with 
stakeholders highlight the need to overcome barriers 
to engagement and recognise the benefits of arts 
participation to individuals’ quality of life.  Some 
of the most common benefits cited were ‘I had fun’, 
‘ it improved my knowledge’, ‘positive impact on my 
wellbeing’, and ‘helped me to teach my children’.  
The Borough’s strong track record in arts, culture and 
heritage activity is identified within Council’s Cultural, 
Arts and Heritage framework.  It outlines Council’s  
commitment to providing ways for people to become 
involved with venues, activities and events within our 
Borough, that enrich their lives and create a sense of 
community and well-being. 

In 2017-18, Council’s Financial Assistance Programme 
supported 530 local community groups to the value 
of £1.22million, supporting and building the capacity 
of our communities. Council acknowledge the 
valuable work of community groups and will continue 
to support them to improve the quality of life of 
residents through cultural and social activities.

Council wish to build on the positive benefits 
ofincreased participation in physical, cultural 
and social activities and have identified this as a 
performance improvement objective for 2019/20.

COMMUNITY PLAN THEME: CORPORATE PLAN THEME & COMMITMENT: 

COMMUNITY/PLACE HEALTHY COMMUNITY/CREATIVE PLACE

improvement objective 5
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OUR ACTIONS
What will we do to achieve this objective?

OUR PERFORMANCE INDICATORS
How will we measure progress?

We will continue to 
deliver, develop & promote 

leisure, recreation activities & 
health improvement programmes

• The number of targeted activities aimed at those 
sectors of the community that experience health 
inequalities.

• The number of participants on Everybody Active 
Programme

• The number of users to leisure centres and facilities

• The number of leisure centre memberships

• The number of residents and groups utilising Council 
Community Development services

• The number of community centre and town hall 
bookings

• The number of users of Council owned tourist/
cultural venues

• Customer satisfaction levels with Council owned 
tourist/cultural venues

improvement objective 5

We will provide 
& support a range of 
cultural & 
social activities
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OUR TARGETS
What will success look like?

PERFORMANCE IMPROVEMENT ASPECTS
Subtitle to go here to fit with design?

We have supported 

29,000 
residents 
via Advice Services

We have 8350 
participants on 
Everybody Active 
Programme  
(Sport NI)

We have increased the number of 
bookings for community centres 
and town halls by 

3%

Strategic 
Effectiveness

Service 
Quality

Service 
Availability

Fairness

We have increased 
annual users of leisure 
centre by 1% to 

5 million+ 
users5%

improvement objective 5 

We have increased 
the number of 
targeted activities 
aimed at those that 
experience health 
inequalities by 

We have achieved the highest 
satisfaction score from  

95% 
of customers
visiting Council owned tourist/
cultural venues

We will have attracted 

210,000 
users 
to Council owned 
tourist/cultural venues

We have annual 
leisure centre 
membership of 

4,700
Through the Financial 
Assistance Programme 
we have supported 

600 groups 
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Summary Table
Draft Performance Improvement Objectives  
2019-2020
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summary table

OUR DRAFT IMPROVEMENT OBJECTIVE WHAT WE WILL DO AS A COUNCIL (ACTIONS)

1. We will support businesses to improve economic 
 growth across the borough

• Promote and facilitate new business start-ups 
by delivering the Go For It business start-up 
programme. 3 

• Support the growth efforts of our indigenous 
Small Medium Enterprises (SMEs), micro 
enterprises and social enterprises, by delivering 
a range of council led support and training 
programmes

• Via SOAR Rural Development Programme, 
enable rural businesses to access funding to 
assist businesses to grow and diversify into new 
export markets. 

• Deliver a range of initiatives to enhance and 
support regulatory compliance

2. We will improve the physical appearance and  
 maintain above average levels of cleanliness for  
 our urban and rural areas

• Implement the Clean Neighbourhoods Action 
Plan: borough wide grass cutting schedule and 
cleansing model

• Establish baseline customer satisfaction levels 
for cleanliness, through customer survey

• Implement Town Centre Taskforce Action Plan

3. We will improve our methods of obtaining  
 customer feedback and increase the numbers of 
 departments with baseline satisfaction levels

• Develop internal guidance for departments on 
methods to obtain customer feedback

• Provide training on guidance for all 
departments

• Develop and agree a plan for departments to 
obtain customer satisfaction information

• Maximise use of Council’s Consultation Hub

4. We will implement recommendations from  
 Planning and Building Control Service Reviews

• Implement short term (6mths) and medium 
term (12mths) recommendations from the 
Building Control Service Review 

• Develop and implement administration model 
for Building Control

• Planning Department to appoint an Action Plan 
Implementation Manager 

• Implement recommendations from the Planning 
Service Review

5. We will increase participation in Council led  
 health, cultural and social activities

• Continue to deliver, develop and promote 
leisure and recreation activities and health 
improvement programmes

• Provide and support a range of cultural and 
social activities

 

3	 	The	number	of	jobs	promoted	through	business	start-up	activity,	specified	as	a	statutory	indicator	under	The	Local	Government	 
 (Performance Indicators and Standards) Order (NI) 2015.
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Consultation 
Questionnaire
Draft Performance Improvement Objectives 
2019-2020
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consultation questionnaire

Armagh City, Banbridge and Craigavon Borough Council is conducting a consultation to seek your views on our  
Draft Performance Improvement Objectives 2019- 2020.

The draft objectives and consultation questionnaire can be accessed on the Councils’ website.  These may be found at: 
armaghbanbridgecraigavon.gov.uk/consultations

The consultation period closes on 12 noon 23rd May 2019

Our Performance Improvement Objectives reflect how we as an organisation commit to the long term outcomes 
identified in the Community Planning process, as well as the work we will do to ensure we continue to provide high 
quality services.

The Community Planning process has shaped our new Corporate Plan and its vision has been adopted by the Council 
as its corporate vision.  

The Council welcomes any comments you may wish to make on the draft Performance Improvement Objectives Plan 
and the draft Equality Policy Screening form /Rural Needs Impact Assessment.  

Should you wish to receive the document in hard copy or an alternative format please contact us at the address, email 
or telephone number given below. 

Email: performance@armaghbanbridgecraigavon.gov.uk 

Telephone: 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 12 noon, 23 May 2019 to:

Email: performance@armaghbanbridgecraigavon.gov.uk 

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

Are you responding as an individual or an organisation? 

Individual D Organisation D

Name

Organisation  

Address  

Telephone No

Email

D Please tick this box to grant Armagh City Banbridge and Craigavon Borough Council permission  
 to contact you for the purposes of this consultation  

QUESTION 1: 

What is your main interest in responding to this consultation? Please tick all that apply 

Resident D Elected member D Local business D Local Government D
Statutory Organisation D Local Community Organisation D Other D

If other, please provide further detail below:
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consultation questionnaire 

QUESTION 2: PROPOSED PERFORMANCE IMPROVEMENT OBJECTIVES

Do you agree that the proposed Performance Improvement Objectives are appropriate for our Borough? As well 
as the proposed objective, you may wish to reflect on the key actions and measurements as described in the 
consultation document. 

You may also wish to consider the prompt questions and provide comments in the boxes below.

1. We will support businesses to improve economic growth across the borough. Agree  

C

Disagree  

C

Are there any additional improvements or specific initiatives the Council should consider?

Comments:  

2. We will improve the physical appearance and maintain above average levels of cleanliness 
for our urban and rural areas.

Agree  

C

Disagree  

C

You may wish to let us know of any other initiatives Council could consider to improve the cleanliness and physical 
appearance of our urban and rural areas. 

Comments:  

3. We will improve our methods of obtaining customer feedback and increase the numbers of 
service areas with baseline satisfaction levels

Agree  

C

Disagree  

C

You may wish to consider how you currently provide feedback to the Council.  What methods work best for you?   
E.g. via Council website/email/post/telephone/social media/etc.

Comments:  
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consultation questionnaire

4. We will implement recommendations from Building Control and Planning Service reviews. Agree  

C

Disagree  

C

Comments:  

5. We will increase participation in Council led health, cultural and social activities. Agree  

C

Disagree  

C

You may wish to consider what types of actions would help people participate more.

Comments:
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consultation questionnaire

QUESTION 3: SUGGESTIONS FOR IMPROVEMENT

Please	provide	detail	in	the	space	below	on	specific	areas	of	the	council	that	you	would	like	to	see	improvements	
made in.
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QUESTION 4: EQUALITY

Do you feel the draft Armagh City, Banbridge and Craigavon Borough Performance Improvement Plan would have a 
positive or negative effect on the following. (Tick the box)

Strongly Positive Mainly positive No effect Mainly negative Strongly negative

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

consultation questionnaire
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consultation questionnaire

QUESTION 5: RURAL IMPACT ASSESSMENT 

Do you feel the draft Armagh City, Banbridge and Craigavon Borough Performance Improvement Plan would have a 
positive or negative effect on the following (tick the box)

Strongly Positive Mainly positive No effect Mainly negative Strongly negative

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
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Consultation & 
Customer Survey 
Privacy Notice
Armagh City, Banbridge and Craigavon Borough 
Council is a Data Controller under the Data 
Protection Act 1998 and the General Data 
Protection Regulation (GDPR).
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consultation & customer survey privacy notice

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.   

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. 

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. 

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

 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.   

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 Cara Toner 
e cara.toner@armaghbanbridgecraigavon.gov.uk  
p +44 [0]28 3752 9669

Thank you for taking part in this consultation.
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02  |  consultation

Armagh Office
The Palace Demesne
Armagh
BT60 4EL

+44 (0)28 3752 9600

Banbridge Office
Civic Building
Downshire Road
Banbridge BT32 3JY

+44 (0)28 4066 0600

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

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


