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Newry, Mourne
and Down

District Council

August 17th, 2023
Notice Of Meeting

You are requested to attend the meeting to be held on Thursday, 17th August 2023 at 6:00 pm
in Microsoft Teams & Downshire Civic Centre.

Committee Membership 2023 - 2024
Councillor L McEvoy Chairperson
Councillor C Enright Deputy Chairperson
Councillor J Brennan

Councillor P Byrne

Councillor O Hanlon

Councillor R Howell

Councillor T Kelly

Councillor A Lewis

Councillor D McAteer

Councillor A Mathers

Councillor S O'Hare

Councillor A Quinn

Councillor H Reilly

Councillor G Sharvin

Councillor D Taylor



1.0

2.0

3.0

Agenda

Introduction and Apologies

Mr C Mallon

Declaration of Interest

Action Sheet arising from SPR Committee Meeting held on 15
June 2023

1 Draft SPR-Action Sheet arising from 15 June 2023.pdf

Page 1

For Discussion/Decision

4.0

5.0

6.0

7.0

Officer report on Notice of Motion — Memorial to Crossgar’s
Titanic Victim, James McGrady

[1 Officer report on Notice of Motion Memorial to Crossgars Titanic Victim James
McGrady.pdf

Revised Terms of Reference for Councillors' Equality and

Good Relations Reference Group

1 Revised Terms of Reference for Councillors' Equality and Good Relations
Reference Group.pdf

4 Appendix I - Draft revised Terms of Reference for Councillors' Equality and Good
Relations Reference Group.pdf

New Council Complaints Handling Procedure - Implementation
of Northern Ireland Public Sector Ombudsman (“NIPSO”)
Model Complaints Handling Procedure Parts 1-3

1 Report to SPR Committee 17 August2023.pdf

1 NMDDCDraft LG MCHP Part 1 The Procedure28.07.2023.pdf

1 NMDDCCHPPart2.pdf

1 Draft NMDDC MCHP Part 3 Guide for Complainants.pdf

Revised Records Management Policy and Procedure
[ SPR Report - Revised RMPP.pdf

Page 10

Page 13

Page 16

Page 18

Page 22

Page 24

Page 65

Page 75



1 Records Management Policy V1-3.pdf Page 78

[ Records Management Procedures V1-3.pdf Page 84

8.0 Council Decision-Making Processes

1 Council Decision-Making Processes.pdf Page 136
1 Decision Making Process - Appendix 1.pdf Page 138
[1 Decision Making Process - Appendix 2.pdf Page 141

9.0 Business Continuity Policy

[ SPR Report -Business Continuity Policy August 2023.pdf Page 144

[1 NMD Business Continuity Policy June 2023.pdf Page 147

[1 Copy of Business Impact Analysis - template example.pdf Page 156

1 Departmental Business Continuity Plan - Maintaining Critical Services - Page 157
template.pdf

1 Departmental Business Continuity Plan - Recovery of Non-Critical Services - Page 165
template.pdf

[ Departmental Critical Contacts Register - word template.pdf Page 172

[1 Copy of Departmental Critical Contacts Register - excel template.pdf Page 177

Items deemed to be exempt under paragraph 3 of Part 1 of Schedule 6 of the Local
Government Act (NI) 2014

10.0 Sale of No 13 and No 15, The Square, Ballynahinch

This item is deemed to be exempt under paragraph 3 of Part 1 of Schedule 6 of the Local Government Act
(Northern Ireland) 2014 - information relating to the financial or business affairs of any particular person
and the public may, by resolution, be excluded during this item of business.

[ SPR - Ballynahinch Square Update - Aug23 (002).pdf Not included

1 Appendix A - The Square Ballynahinch 24.07.23.pdf Not included

11.0 Proposed Renewal of a Licence of lands at Castle Park,
Newcastle to National Westminster Bank for a Mobile Bank
Unit



12.0

13.0

14.0

This item is deemed to be exempt under paragraph 3 of Part 1 of Schedule 6 of the Local Government Act
(Northern Ireland) 2014 - information relating to the financial or business affairs of any particular person
and the public may, by resolution, be excluded during this item of business.

1 SPR AUG 17 Licence at Castle Park Newcastle.pdf Not included

1 Map for Licence at Castle Park.pdf Not included

Proposed Lease of Area for Mobile phone installation at
Downpatrick HRC Site
This item is deemed to be exempt under paragraph 3 of Part 1 of Schedule 6 of the Local Government Act

(Northern Ireland) 2014 - information relating to the financial or business affairs of any particular person
and the public may, by resolution, be excluded during this item of business.

[ Proposed Lease of Area for Mobile Phone Installation at Downpatrick HRC.pdf Not included
1 Drawings Map of proposed mobile phone installation at Downpatrick HRC site.pdf Not included
[1 Killough Rd Civic Amenity Site Folio DN208122 Map TL251.pdf Not included

Kilkeel Bowling Pavilion

This item is deemed to be exempt under paragraph 3 of Part 1 of Schedule 6 of the Local Government Act
(Northern Ireland) 2014 - information relating to the financial or business affairs of any particular person
and the public may, by resolution, be excluded during this item of business.

1 SPR - Kilkeel Bowling Pavilion - August 2023.pdf Not included

[ Copy of Appendix 1 - CE Register.pdf Not included

Director Recruitment

This item is deemed to be restricted by virtue of Paragraphs 1-3 of Part 1 of Schedule 6 of the Local
Government Act (Northern Ireland) 2014 - Information relating to any individual, information which is likely
to reveal the identity of an individual and information relating to the financial or business affairs of any
particular person (including the Council holding that information). The public may, by resolution, be
excluded during this item of business

1 Director Recruitment SPRC 2023-08-17.pdf Not included
1 Appendix 1 LGSC COP extract.pdf Not included
1 Appendix 2 Director Outline Recruitment Timetable.pdf Not included

FOR NOTING Items deemed to be exempt under paragraph 3 of Part 1 of Schedule 6 of



the Local Government Act (NI) 2014

15.0

16.0

17.0

18.0

Consent to assign Lease of lands at Ballykinlar.

This item is deemed to be exempt under paragraph 3 of Part 1 of Schedule 6 of the Local Government Act
(Northern Ireland) 2014 - information relating to the financial or business affairs of any particular person
and the public may, by resolution, be excluded during this item of business.

[1 Surrender of Lease of Lands at Ballykinlar.pdf Not included

Quarter 1 Management Accounts — 2023/24

This item is deemed to be exempt under paragraph 3 of Part 1 of Schedule 6 of the Local Government Act
(Northern Ireland) 2014 - information relating to the financial or business affairs of any particular person
(including the Council holding that information) and the public may, by resolution, be excluded during this
item of business.

[1 Management Accounts Q1 202324.pdf Not included
1 Appendix 1 - Mgt Accs by Directorate at 30.06.23.pdf Not included
1 Appendix 2 - Mgt Accs by Assitant Directorate at 30.06.23.pdf Not included
1 Appendix 3 - Mgt Accs by Expense Code at 30.06.23.pdf Not included
1 Appendix 4 - Payroll Report as at 30.06.23.pdf Not included

Belfast Region City Deal: Annual Report

This item is deemed to be exempt under paragraph 3 of Part 1 of Schedule 6 of the Local Government Act
(Northern Ireland) 2014 - information relating to the financial or business affairs of any particular person
and the public may, by resolution, be excluded during this item of business.

1 BRCD Annual Report (002).pdf Not included

1 RESTRICTED - BRCD Annual Report 2022-23 for Partner Approval.pdf Not included

Staff Matter: Sustainability & Environment

This item is deemed to be exempt under paragraph 3 and 4 of Part 1 of Schedule 6 of the Local
Government Act (Northern Ireland) 2014 - Information relating to the financial or business affairs of any
particular person (including the Council holding that information) - and the public may, by resolution, be
excluded during this item of business; Information relating to any consultations or negotiations, or
contemplated consultations or negotiations, in connection with any labour relations matter arising between
the Council or a government department and employees of, or office holders under, the Council.

1 Staff Matter SE 100823 Final3.pdf Not included



19.0 Newry Leisure Centre (NLC) — Swimming Pool
1 SPR - Newry Leisure Centre Swimming Pool August 2023.pdf Not included

For Noting

20.0 Statutory reporting: 1) Section 75 Policy Screening Report —
Quarterly Report for period April — June 2023 2) Newry,
Mourne and Down District Council Public Authority Statutory
Equality and Good Relations Duties Annual Progress Report
2022-2023

[1 Statutory reporting - Quarterly Policy Screening Report for period April - June 2023 Page 178
Annual Report to ECNI.pdf

@ Appendix I - Section 75 Policy Screening Report Quarterly Report for period April Page 181
June 2023.pdf
1 Appendix Il - NUDDC Public Authority Statutory Equality and Good Relations Page 186

Duties Annual Progress Report 2022-2023.pdf

21.0 Sickness Absence
[@ Sickness Absence report August 2023.pdf Page 218

22.0 Draft NILGA Corporate Plan 2023-2027

1 Draft NILGA Corporate Plan Report.pdf Page 221
[M NILGA Strategic Context Corporate Plan.pdf Page 223
[1 Correspondence from NILGA regarding Draft Corporate Plan.pdf Page 232

23.0 Closed / Open Reporting

1 SPR Report - Closed Open Sessions Report _.pdf Page 233

[@ Confidential information slides.pdf Page 237
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Report to: Strategy, Policy and Resources Committae

Date of Meeting: 11 August 2022

Subject: Officer report an Motice of Maotion = Memorial to Crossgar’s Titanic
Wictim, James MoGrady

Reporting Officer Colin Moffett, Assistant Director Corporate Planning & Policy

(Including Job Title): (Acting)

Contact Officer Colin Moffett, Assistant Director Corporate Planning & Policy

(Including Job Title): (Acting)

Suzanne Rice, Corporate Policy and Equality Officer

Confirm how this Report should be treated by placing an x in either:-

| For decision | X | For noting only [ ]

1.0 | Purpose and Background

1.1 The foliowing Motice of Mation in the name of Councillor Bowsie was tabled for consideration
at Council Meeting on 3 April 2023:

/10472023 Motice of Motion — Memaorial to Crossgar’s Titanic Victim, James McGrady

"This Counal recognises the significance of the Titanics legacy, the public interest in the
tragedy and the imporfance of reamembering the focal lives that were lost on ity Tasks the
Council to prepase a report with the wew to instailing a mamorial fo Crossgars Titanic
wictim, James MoGrady, fn @ public space in Crossgar and recommends ligising with 8
maritime fistonan and the councls hentage officer to ensure this memorial s sccurate
amd befitting to this Titanic worker.”

Agreed: The Motion was referred to the Equality and Good Redations Forum in accordance
with Standing Order 16.1.6.

1.2 The Motion was discussed at the Councillors” Equality and Good Relations Reference Group
on 1 August 2023,

Coundilior Bowsie was present at the meeting and provided context to the notice of mation
suggesting that this be a 'Titanic style’ bench located in Crossgar with an information panel
referencing the Titanic, explaining Crossgar's link to the Titanic; James McGrady who is
recorded as the last body recovered.

Members ware advised that requests related to benches and information panels fall within
the scope of the Council's Palicy on Maming Coundil Fadilities and are considered through this

process by an Officer Assescment Panel,

Following discussion, members of the Reference Group were supportive of the notice of
motion.
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Key issues

2.1

2.2

3.0

During discussion, Members enquired as to whether there were other victims of the Titanic
that lived within the Council district.

As noted in section 1.2, Members were advised that requests related to benches and
information panels Fall within the scope of the Council’s Policy on Maming Council Facilities
and are considerad through this process by an Officer Assessment Panel. These requests
are progressed as per Council's Policy on Maming Coundl facilities,

Recommendations

31

To note the notice of motion has been considered and discussed at the Councillors’ Equality
and Good Relations Reference Group on 1 August 2023 and that members of the Reference
Group were suppartive of the notice of motion to place a 'Titanic style® bench located in
Crossgar with an information panel referencing the Titanic, explaining Crossgar's link to the
Titanic; James McGrady who is recorded as the last body recoverad.

Should Council agree to approve the Natice of Motion this will be progressed as per Council’s
Policy on Naming Council facilities.

4.0

4.1

Resource implications

Resource implications assodated with this Motice of Maotion include the cost of purchasing
and designing a "Titanic style’ bench and information panel, installation and ongoing
maintenance.

Due regard to equality of opportunity and regard to good relations (complete the
relevant sections)

51

General proposal with no clearly defined impact upon, or connection fo, specific
equality and good relations outcomes

It is not anticipated the proposal will have an adverse impact upon eguality of 7
apportunity or good relations =

5.2

Proposal relates to the introduction of a strategy,. polficy initiative or practice and
S or sensitive or contentious decision

Yes |:| Mo E

If yes, please complete the following:

The policy {strategy, policy initiative or practice and / or decision) has been &
equality screened

The policy (strategy, policy initiative or practice and / or decision) will be subject i
to equality screening prior to implementation
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3.3

Proposal initiating consuftation

Consultation will seek the views of those directly affected by the proposal, address
barriers for particular Section 75 equality categories to participate and allow
adequate time for groups to consult amongst themselves

Consultation period will be 12 weeks

Consultation period will be less than 12 wesks (rationale to be provided)

L O

Rationals:

6.0

Due regard to Rural Needs (please tick all that apply)

6.1

Proposal relates to developing, adopting, implementing or revising a policy /
strateqy / plan / designing and/or delivering a public service

ves (1 no B4

If ves, please complete the following:

Rural Needs Impact Assessment completed

7.0

Appendices

e

NJA
Background Documents

MMDDC Policy on Maming Coundil facilities
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Report to: Strategy, Policy and Resources Committes
Date of Meeting: 17 August 2023
Subject: Revised Terms of Reference for Councillors’ Equality and Good

Relations Reference Group

Reporting Officer: Colin Maffett, Assistant Director Corporate Planning & Policy
(Acting)

Contact Officers: ' Calin Maffett, Assistant Director Corporate Planning & Policy
(Acting)
Suzanne Rice, Corporate Policy and Equality Officer

Confirm how this Report should be treated by placing an x in either:-

| For decision | X | For noting only

1.0 | Purpose and Background

1.1 The Councillors’ Equality and Good Relations Reference Group s a facilitated
discussion space, serving as a ‘barometer of opinion’, playing a role in considering
and discussing politically sensitive and contentious issues, with a view of reaching
a common understanding, agreement and actions which will enhance and promote
equality of opportunity and good relations.

The Terms of Reference has been reviewed and updated to reflect the change in
political party membership within Council following the recent local government
elections.

The revised Terms of Beference (Appendix ) was tabled for consideration and
noted at the Coundillors” Equality & Good Relations Reference Group meeting on 1
August 2023,

2.0 Key issues

2.1 It has been necessary to review the membership of the Reference Group due to
changes in the political parties.

The terms of reference have also been revised to reflact that this is a facilitated
discussion space.

3.0 Recommendations

3.1 To consider and agree to the revised Terms of Reference of the Councillors’
Equality and Good Relations Reference Group

4.0 Resource implications
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4.1 Mo financial or resources implications are anticipated.

5.0 Due regard to equality of opportunity and regard to good relations
{complete the relevant sections)

5.1 | General proposal with no clearly defined impact upon, or connection to,
specific equality and good relations outcomes

It is not anticipated the proposal will have an adverse impact upon equality
of opportunity or good relations

5.2 Proposal relates to the introduction of a strategy, policy initiative or
practice and / or sensitive or contentious decision

Yes 1 No (O
If yes, please complete the following:

The policy (strategy, policy initiative or practice and / or decision) has been O
eguality screened

The policy (strategy, policy initiative or practice and / or decision) will be O
subject to equality screening prior to implementation

7] Proposal initiating consuitation

Consultation will seek the views of those directly affected by the proposal, O
address barriers for particular Section 75 equality categories to participate

and allow adequate time for groups to consult amongst themselves

Consultation period will be 12 weeks

Consultation period will be less than 12 weeks (rationale to be provided)

Rationale:

6.0 Due regard to Rural Needs (please tick all that apply)

6.1 Proposal relates to developing, adopting, implementing or revising a policy /[
strategy / plan / designing and/or delivering a public service

Yes O Mo

If yes, please complete the following:
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Rural Needs Impact Assessment completed O
7.0 Appendices
Appendix 1 - Draft revised Terms of Reference for Councillors' Equality and Good
Relations Reference Group
B.0 Background Documents

MNewry, Mourne and Down District Council Equality Scheme.

Back to Agenda
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COUNCILLORS' EQUALITY AND GOOD RELATIONS REFERENCE GROUP
- Terms of Reference -

Scope:

The Councillors” Equality and Good Relations Reference Group will primarily be a
facilitated discussion space. It will serve as a "barometer of opinion’, playing a
role in considering and discussing politically sensitive and contentious issues,
including those relating to events, centenaries, policy and procedure, single
issues requiring specific consideration for advice, and guidance on the
establishment of wider good relations fora etc with a view of reaching a common
understanding, agreement and actions which will enhance and promote eguality
of apportunity and good relations.

Membership:

Membership shall be respectful of the party political representation on the
Council and acknowledge majority/minority political party dynamics whilst taking
account of the need to create a space for minority political voices.

No single political party shall hold more than two membership places in any year,
with the two largest political parties being entitled to hold two membership
positions.

Membership shall be composed of:

+ One Councillor nominated from each of the political rties and Independent
grouping.

= Further nominees, as required, from the two largest political parties in line
with their entitlement to hold a maximum of two membership positions.

= Palitical parties and the Independent grouping can nominate a substitute in
the event of a member not being available to attend a meeting.

Chairperson:
Meetings do not operate with a chairperson and is a facilitated discussion space,

Meetings:

The Reference Group is a facilitated discussion space and does not have decision
making powers, it makes recommendations only, Recommendations arising will
be tabled at the Council’s Strategy, Policy and Resources Committee for
consideration.

It does not operate to any quorum and meetings proceed regardless of numbers
in attendance.

Meetings will be convened by the Chief Executive.
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Officers:
Chief Executive, Director of Corporate Services, Head of Corporate Policy,
Corporate Policy and Equality Officer,

Press:
Not open to the press.

Public:
Mot open to the public.
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Report to: Strategy, Policy and Resources Commities
Date of Meeting: 17 August 2023
Subject: Mew Council Complaints Handling Procedure -

Implementation of Morthern Ireland Public Sector
Ombudsman ("NIPSC™) Model Complaints Handling
Procedure Parts 1-3

Reporting Officer: Gerry McBride, Head of Administration and Customer
| Services

Contact Officers: Gerry McBride, Head of Administration and Customer
Services

Josephine Kelly, Director of Corporate Services

' For decision | X ‘ For noting
only

1.0 | Purpose and Background

1.1 The purpose of this report is to bring to Members attention the new Complaints
Handling Procedures which Council is required to adopt. The new Procedures will
replace Council’s current 3-stage complaints model with a new 2-stage
Complaints Procedure. Upon implementation of the new Procedure the current
complaints procedure will cease to be operational.

1.2 It is @ mandatory reguirement for Council to adopt the MCHP, in full, to ensure it
mesets NIPSO's MCHP test of compliance. Councils have been given a limited
discretion to customise the documents in terms of corporate branding,
operational processes and governance arrangements, which will vary across the
11 Councils.

1.3 In accordance with Part 3 of the Public Services Ombudsman Act {Narthern
Ireland) 2016 the Northern Ireland Public Services Ombudsman (NIPSO) was
empowered to introduce Model Complaints Handling Procedures for all
organisations within their remit.

1.4 This matter was previously reported to the Strategy, Policy and Resources
Committee on 12 August 2021 at which Members agreed to respond positively to
the consultation paper provided by NIPSO on the proposed Model Complaints
Handling Procedure ("MCHP™).
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1.5 In the intervening period Council has been represented on an 11 Council
Operational Network which has worked with NIPSO as a pilot for the new MCHP
to refine the documents to meet the needs of the Local Government Sector.

2.0 Key issues

2.1 NIPSO published the mandatory MCHP for Local Government on 1 July 2023,
Councils have & months to implement the new Procedure.

The MHCP introduces a two-stage complaints Procedure with required response
times as follows:

Stage 1 Frontline responsa= 5 working days

Stage 2 Investigation — 20 working days.

2.2
The Model Complaints Procedures comprise three parts:

Part 1 — The Procedure — sets out the two-stage process for handling complaints
for the Local Government Sector.

23 Part 2 — Organisational Guidance — is an internal document covering areas such as
) when and how to use the CHP, the essential compliance activity and governance
arrangements.

Part 3 — Guide for Person who wishes to make a complaint — public facing
document providing guidance for complainants on how to make a complaint.

Attached are the Paris 1-3 draft documents as modified for implementation by
Council,

2.4 Characteristics of the new CHFP worthy of particular note are:

« How complaints can be made (social media communications will be
redirected to Council’s Customer Services portal)

= What Is and is not a complaint — this is purposely detailed and practical
examples are provided to assist complainants

« Time limit for making complaints

« Timescales for respanses

« Dealing with particular complaints e.g. third party and anonymous
complaints

= Expected behaviours from staff and customers

= The reguirements to record, report and publicise complaints information

« The requirement to lkearn from complaints.
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2.0 It is proposed that operational responsibility for responding to complaints should
ordinarily sit with Assistant Directors who manage the service being complained
about, In certain circumstances it may be necessary to escalate a complaint to a
Director, for example, if the complaint references the Assistant Director who would
ordinarily have responsibility for responding.

2.6 The Chief Executive and Directors will have oversight of the ongoing
implementation of the CHP through structured reporting requirements, internal and
external, quarterly and annually, with reports also being provided to Elected
Members by way of fulfilling their scrutiny role,

2.7 A Complaints Tracker has been developed using Sharepoint to support the
recording, menitoring and reporting requirements ufilising existing resource, A
new an-line complaints form will be provided with hard copy complaint forms
available on request.

2.8 To ensure Council’s obligations under the new CHP can be met a training
programme will be provided to staff and Elected Members.

An electronic resource folder will also be available to support staff in responding
effectively to complaints, including response templates and best practice guidance.

3.0 Recommendation

3.4 It is recommended that Councdil agree to adopt the model MCHP as published by
NIPS0 and replace its current policy documents with the attached customised
version within the period of 6 months from the publication date as required.

4.0 Resource implications

4.1 There are no resource implications for Council, save Officer ime in the
implementation of the new CHP and staff training.

5.0 Due regard to equality of opportunity and regard to good relations
(complete the relevant sections)

51 General proposal with no clearly defined impact upon, or connection to,
specific equality and good refations outcomes

It is not anticipated the proposal will have an adverse impact upon equality =
of opportunity or good relations.
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2.2

Proposal refates to the introduction of a strategy, polficy initiative or
practice and / or sensitive or contentious decision

Yes O No
If yes, please complete the following:
The policy (strategy, policy initiative or practice and / or decision) has been

equality screened.

The policy (strategy, policy initiative or practice and / or decision) will be
subject to eguality screening prior to implementation.

O

5.3

Proposal initiating consultation

Consultation will seek the views of those directly affected by the proposal,
address barriers for particular Section 75 eguality categories to participate
and allow adequate time for groups to consult amongst themselves
Consultation period will be 12 weeks

Consultation period will be less than 12 weeks (rationale to be provided)

Rationale:

6.0

Due regard to Rural Needs (please tick all that apply)

6.1

7.0

| Appendices

8.0

Proposal relates to developing, adopting, implementing or revising a policy /
strategy / plan / designing and/or delivering a public service

Yes 0 No &
If yes, please complete the following:
Rural Needs Impact Assessment completed

Customised documents
Part 1 — The Procedure
Part 2 — Organisational Guide

Part 3 - Guide for Person who wishes to make a complaint.

Background Documents —
Nane.
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Newry, Mourne & Down District Council

The Model Complaints Handling
Procedure (MCHP)

Part 1

The Procedure

Page 1af 2
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The Model Complaints Handling Procedure m

To comply with MIPSO's Model Complaints Handling Procedure (MCHP), your complaints handling
procedure must have two stages. NIPSO expect the majority of complaints to be handled at stage
1. It the customer remains dissabshed attar Stage 1, they can request that the arganisation look at
il again, at stage 2, 1f the organisation considers a complaint is complex, and requires an in-depth
investigation, the organisation should consider it first at stage 1 and, following discussion and
agreement with the customer, move the complaint to stage 2.

Below 15 an overview of the MCHP. The detailed operatons of the MCHP are provided al Part 2,
section 2 of NIPS0O's MCHP Organisational Guide.

® Covmgstaind pnache varbally wwritiog. facedo-face, by
ralenhons, lstterar el

. « Carmpkaint sl or résprons s Arovide it § wanking days
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o resalve oompiaine.
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Newry, Mourne & Down District
Council

Complaints Handling Procedure (CHP)

Organisational Guide

Page 1o0f41
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Mewry, Mourne and Down District Council Complaints Handling Procedure

Foreword from Marie Ward, Chief Executive

At Mewry, Mourne and Down District Council we value feedback from our customers and use
information from them to help us IMmprove our senices,

Thiz complaints handiing procedure reflects our commitment to respond positively to
complaints.

The procedure has been developed by senior local government complaints handling officers
working with the Northern Ireland Public Sector Ombudsman (NIPS0Q). The aim was (o
preduce a standard approach to complaints handling acrass local government, which complies
with NIPS0's guidance on model complaints handling procedures.

The procedure seeks to enable us 10 resolve customer dissatisfaction as quickly as possible
and as closely as passible o the point of service delivery. We will conduct thorough, impartial,
and fair investigations of customer complaints to ensure, where appropriate, we can make
evidence-based decisions on the facts of the complaint.

We appreciate that we are not going to be able to resolve every complaint to the satisfaction
of every customer and not every complaint will be upheld. However, the procedure aims o
help us ‘get it rghl first lime' and have guicker, more streamlined complaints handling with
local, early resolution by capable, well-rained staff.

We acknowledge that complaints provide valuable feedback which will enable us to
continuously review our senvice delivery and identify where we can do things better. Handled
well, complaints can give our customers a form of redress when things go wrong and also help
s Improve our Services.

Thiz complaints handling procedure will help us to do our job better and improve relationships
with our custiomers by keeping dissatisfied customers at the heart of our customer complaints

procedurs whilst also seeking to continously improve our sermvices by learning from your
feedback.

Marie Ward, Chief Executive

Page 2 0of 41
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Contents Page
Foreword from Chief Executive 2
Section 1: When and How to Use the Complaints Handling
Procedure (CHP)
‘What is a complaint? 5
Who can make a complamnt? T
Supporting the custamer 7
Expected behaviours 8
Maintaining confidentiality and data protection 2]
How complaints may be made 10
‘Time limit for making complaints 10
Particular circumstances 11
Complaints by {or about) a third party 11
{zee also 'Complaints abowt contracted or  commissioned
services/ALEOS')
Serious, high-risk or high-profile complaints 11
ANCNYMOLUS complaints 12
What if the customer does not want to complain? 12
Complaints involving more than one area or organisation 1z
Complaints about contracted or commissioned senvices/ALEOS 13
Complaints about senior staft 14
Complaints and other processes 14
Euniplain’rs and service requests 14
Complaints and disciplinary or whistieblowing processes 14
Contact from MLAS or Councillors 15
Complaints and compensation claims 15
Complaints and legal action 15
Complaints relevant to other agencies 15
What to do if the CHP does not apply 16
Section 2; The Operations of the CHP 17
The definition of a complaint 17
The complaints handling process 17
Resolving the complaint 17
What to do when you receive a compiaint 18
Stage 1: Frontline response 15
“Natifying staff members involved 19
Timelnes 19
Extension to the imeline 20
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Closing the complaint at the frontdine response stage 20
Stage 2: Investigation 21
| Acknowledging the complaint 21
Contents Page
Agreeing the issues of complaint and outcome sought 22
Motifying staff members involved 23
Investigating the complaint 23
Allernative complaint resolution approaches 23
Meesting with the customer during the Investigation 24
Timelines 24
Extension to the imeline 24
Closing the complaint at investigation stage 25
Signposting o MIPSO 26
Post-closure contact 4 a7
Section 3; Governance of the CHP 28

Roles and responsibilities

Recording, reporting, publicising, and learning fmﬁ:umﬁlﬁls

Recording complaints

Reporting of complaints
Puhlicising complaints information

Manitoring compliance and performance
Future revisions of the MCHP
NIPSO advice and support
Training
MIFSO website
‘Complaints handler networks
Appendix 1 - Potential Stage 1 Complaints
Appendix 2 - Complex complaints not to be handled through thae CHP
Appendix 3 - Timelines

Bleieelreeene e sy
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Section 1: When and How to Use the Complaints Handling Procedure (CHP)

What is a Complaint?

1. Newry, Mourne and Down District Council's (MNMDDC s) definition of & complaint is:
An expression of dissatisfaction by one or more members of the public about
MMDODC's action or lack of action, or about the standard of service provided by or on
behalf of NMDDC.

2. For clarity, where an employee also receives a service from NMDDC as a member of
the public, they may complain about that semvice.

3. A complaint may relate (o the following, bul is not restricled (o this list:
¢ failure or refusal to provide a senvice

« inadequate quality or standard of service, or an unreasonable delay in
providing a service

» dissatisfacton with one of our podicies or i impact on the indnidual
e failure to properly apply law, procedure or guidance when delivering services
= failure to follow the appropnate administrative process

« conduct, treatrmenl by or attitude of a mamber of stall or contracion (excepl
where there are arrangements.in place for the contractor o handle the
complaint themselves: please see zection "Complaints about Confracted
Services al page 13)

s g concern about the actions or service of an organisation who is delvering
sarvices on our behall

» disagreament with a decision, (except where there is a statutory procedure for
challenging that decision, or an established appeals process)

# dissatisfacton with how an element of a planning decision was administrated.

4. Appendix 1 provides a range of examples of potential complaints we may receive at
stage 1, and how these may be handied.

b A complaint is not:

» A routine first-time request for a service (see saction 'Complamts and service
requests’ at page 14)

o a first-time report of a fault

*» A request for compensation onby {see section "Complaints and compensation
claims' al paga 15)

» issues that are in count or have already been heard by & court or a tribunal
(see section “Complaints and kegal action’ at page 15)

Page 5 of 41
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« disagreemeant with a decision where there is a statutory procedure for
challenging that decision (such as freedom of information and subject access
requests), or an established appeals process followed throughout the sector
(such as planning or a parking ficket appeal)

« 3 request for infarmaton under the Data Pratection or Freedom of Information
(Morthern Ireland) Acts

» a3 grievance by a staff member or a grievance relating to employment or staff
recruitment

s & concem raised internally by & member of staff which was not about a
sarvice they received {such as a whistleblowing concern)

» A concem about a child or an adult's safety

« an attempt to reopen a previously concluded complaint or to have a complaint
reconsiderad where we have already given our final decision

« abuse or unsubstantiated allegations about our organisation or staff wherna
such actions would be covered by our Policy & Procedure for the Personal
Safety of Employees exposed to Workplace Violence and abuse from the
Public.

s  aconcermn about the actions or service of a different organisation, wheare we
have no involvement in the issue (except where the other organisation is
delivering services on our behalf: see section "Complaints about contracted
sarvices' at paga 13)

« challenges to decizsions made via formal decision-making channegls i.e. a
customer is dissatisfied with a planning decision, but not with any element of
the process that led to the decision.

6. We will not treat these issues as complainis. We will instead direct customers o use
the appropriate proceduras. Some situations can involve a combination of issues,
wheare some are complaints and others are not, and each situation should be
assessed on a case-by-case basis.

7. I amatter is not a complaint, or not suitable to be handled under the Complaints
Handling Procedure (CHF), we will explain this to the customer, and tell them what (if
any) action we will 1ake, and why [please see section Whart fo do if the CHP does nof
aply” at page 16].

8. Same complaints may be more complex, Examples of potentially complex complaints
include:

= complamts about senior stalf
« complaints involving more than one department within the organisation

« compounded complaints about both an onginal issue and the organisation’s
handfing of the complaint

» Ccomplamnts about the administration process of a planning decision.

Page 6 of 41
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O, Appendix 2 provides examples of more complex complaints which are not
appropriate for this CHP. The section on ‘Complainiz relevant fo ofher agencies’ at
page 15 provides information about some of the other agencies thal may be ahle to
assist customers if their complaint is not approprate for this CHP.

Who can make a complaint?

10. Anyone who receives, reguests, or is affected by our services can make a complaint.
This is not restricted to 'service users' and their relatives or representatives but may
also include people who come into contact with or are affected by these services,
such as:

e gresident Iving in & neighbourhood where NMDDC is runming an event

= athird-party stakeholder interested in the administration of a planning
decision.

In this procedure these people are termed “customers’, regardiess of whether they
are Or were Lsing a senice.

11. We also accept complaints from the representative of a person who s dissatisfied
with our service, Please see section ‘Complaints by {or aboul) a third party” at page
11.

Supporting the customer

12. All members of the community have the right to equal access to our complaints
procedure, Itis important to recognise the barriers that some customers may face
barriers to complaining. These may be physical, sensary, cammunication or language
barriers, but can also include their anxieties and concerns. Customers may need
support to overcome these barriers.

13, We are aware that some groups will not have the same access to information as
athers. In particular:

Paople with sensary, learning, communication and maobility disahilities may require
printed information in other formats;

Members of ethnic minority groups, whose first language is not English;
Children and young people may not be able to fully access or understand information.

14. We have legal duties o make our complainis semvice accessible under equalities
legislation. Section 75 of the Northern Ireland Act 1998 (the Act) requires NMDDC, in
carrying out its functions relating to Morthern lreland to have due regard to the need to
promate equality of opportunity and regard to the desirability of promoring good
relations across nine categories. Qur Equality Scheme, approved by the Equality
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Commission for Morthern Ireland, sets out how the Councif proposes o fulfil our
Section 75 statutory duties.

15. To ensure guality of opportunity in accessing information, we will provide information
in alternative formats on request, where reasonably practicable. Where the exact
request cannol be mat we will ensure a reasonable allernative is provided,
Alternative formats may include Easy Read, Braile, audio formats (CD, mp3 or
DAISY), large print of minarity languages to meet the needs of those for whom
English is nat their first language.

Expected behaviours
16, We expect all stafl 1o demonstrale a high kevel of candour, honesty, and openness
when dealing with and investigating complaints. Complaints should be received with
a willingness ta listen to challenge about our sevices andfor semvice delivery. We
expect staff to be responsive in dealing with complaints to help buikd and maintain
customer relations.

17. Example behaviours expected from staff and customers are set out below.

« We expect all staff to behave in a professional manner and treat
customers with courtesy, respect and dignity. We also ask customers
bringing & complaint ta treat our staff with respact. We ask customers to
enpage actvely with the complaints handling process by:

« telling us their key issues of concern and organising any supparting
information they wanl 1o give us (we understand thal some people will
require suppaort o do this)

« working with us to agree the key points of complaint when an investigation
i= reguired

« responding to reasonable requests for information,

18. We have a policy in place for when these standards are not met which is our Policy &
Procedurs for the Personal Safety of Employees exposed to Workplace Violence and
abuse from the Public.

19. We recognise that people may act out of character in times of trouble or distress.
Sometimes a health condition or a disability can also affect how & person axpresses
themseives, The circumsiances leading (o a complaint may also result in the
customer displaying unaceeptahle behaviours.

20. Customers who have a history of challenging or inapprogriate actions, or have
difficulty expressing themselves, may still have a legitimate grievance, and we will
treat all complaints seriously. However, we also recognise that the actions of some
customers may result in unreasonable demands on time and resources or
unacceptable behaviour towards our staff. We will, therefore, apply our policies and
procedures (o protect staff from unacceptable actions such as unreasonable
persistence, threats or offensive behaviour from customers. Where we decide o
control access to a customer under the terms of our policy, we have a procedure in
place 1o communicate that decision, notfy the customer of their right of appeal, and
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review any decision to control contact with us in accordance with our Policy &
FProcedure for the Personal Safety of Employvees exposed to Workplace Violence and
abuse from the Public.

21 If wie decide to contral a customer's contact, we will be careful to follow the process
sel out in our Policy & Procedure far the Personal Safety of Employess exposad (o
Workplace Violence and abuse from the Public palicy and (o minimise any controls on
the customer's access to the complaints process. We will normally continue
investigating a complaint even whene contact controls are in place (for example,
imiting communication o letter or to a named staff member]. In some cases, it may
he possible to continue investigating the complaint without contact from the customer,
This would be as a last resort, should be as limited as possible (for & imited time, or
about a limited set of subjects) and requires manager approval, Where access (o the
complaint process is controlled, we must signpost the customer o MIFS0D [please see
section 'The Complaints Handling Procedure - Signposting to MIPS0 at page 26].

22. NIP30 has guidance on 'Promoting positive behaviour and managing unacceptable
actions’ available at wanw. nipso.org.uk.

23. Council's Policy & Procedure for the Personal Safety of Employees exposed 1o
Workplace Violence and abuse from the Public can be found using the following link.

Maintaining confidentiality and data protection

24. Confidentiality is impaortant in complaints handling. This includes maintaining the
customers confidentiality and confidentiality in relation ta information about staff
members, contractors or any third parties invobved in the complaint.

25. This should not prevent us from being open and transparent, as far as possible, in
how we handle complaints. This includes sharing as much information with the
complainant (and, where appropriate, any affected staff members) as we can. When
sharing information, we should be clear about why the information is being shared
and our expectations on how the recipient will use the information.

26. We must always bear in mind legal requirements, for example data protection
legislation, as well as internal pelicies on confidentiality and the use of customer
information. Should staff require further advice on this they should contact the Data
Protection Officer or a mamber of the Compliance Team.

27. Examples of situations where a response 1o a complaint may be limited by
confidentiality are:

« where a complaint has bean raised against a staff member and has been
upheld — we will advise the customer that their complaint is upheld, but
would not share specific details affecting staff members, particularly
where disciplinary action is taken.

« where someone has raised a concem about & child or an adult's safety
and is unhappy about how that has been dealt with — we would laok into
this 1o check whather the safety concern had been properly dealt with, but
we would not share any details of our findings in relation to the safety
CONCern.
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How complaints may be made

28. Complaints may be made verbally or in writing, including face-to-face, by telaphane,
letter or email. We will try to be as flexible as possible to remove any barriers to
customers submitting complaints.

29, Where a complaint is made verbally, we will make a record of the key issues of
complaint raised. Where it is clear that a complex complaint may be reqguired 1o be
investigated at stage 2, we will firstly consider it at stage 1, and if helpful, complete a
complaint form with the customers input 1o ensure full details of the complaint are
documented. It is good practice to confirm the details with the person to prevent any
misunderstandings. However, there 1S no requirement far (he person ta complete a
complaint farm, and it is important that the completion of a complaint form does not
present a barrier o people complaining.

30. Complaint issues may also be raised on digital platforms {including social media).

31 Where a complaint issue is raised via a digital channel managed and conirolied by
MMDDC (for example an official Twitter address or Facebook page), we will explain
that wie do not take complaints on social madia, but we will tell the person how they
can camplain.

3Z. Where a complaint izsue is raised via a digital channel managed and controlled by
MMDDC (for example an official Twitter address or Facebook page):

« we will normally respond by explaining that we do not normally take
complants on social media and teling the person how they can complain

« in exceptional circumstances, we may respond o very simple complaints on
social media. This will normally only be appropriate whare an issue is likely to
affect a large number of people, and we can provide a very simple responss
(for example. an apology for & cancelled bin service or late cancellation of an
information session).

33. We may also become aware that an issue has been raised via a digital channel not
controlled or managed by us (for example a YouTube video ar past on a private
Facebook group). In such cases we may respond, where we consider it appropriate,
by telling the person how they can complain.

34. We must always be mindful of our data protection obligations when responding to
issues online or in & public forum [please see section “Maintaining confidentiality and
data profection’ at page 9).

Time limit for making complaints

35. The customer should raise their complaint within six months of when they first knew of
the problem, unless there are special circumstances for considering complaints
beyvond this time (for example, whene a person was nol able (o complain due (o
senous illness ar recent bereavement or was unaware of the issue).

36. Where a customer has received a stage 1 response, and wishes (o escalate 0 stage
2, unless thare are special circumstances, they should request this either:
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e within six months of when they first knew of the problem; or
s within two months of receiving their stage 1 responsea {if this is [ater).

37, We will not apply the abave time limits in a fgid fashion. In determining whether to
apply discretion outside these time limits, the following factors are relevant: taking into
account the sernousness of the issue, the availahility of relevant records and staft
invaolved, how long ago the events ocourrad, and thea likelibood that an investigation
will tlead to a practical benefit for the customer or uselul learning for the organisation.

4. At the conclusion of the complaints procedurne, the complainant has the right to
complain to MIPSC and the tme lmit for this is usually within six months of
completing our complaints procedure. However, MIPSO has discretion to waive this
time imit and may do 5o if NIPS0 considers special circumstances apply.

Particular circumstances

Complaints by [or about) a third party
(See also ‘Complaints about contracted or commissioned services | ALEOS")

39. Sometimes a customer may be unahle or reluctant to make a complaint on their own.
We will accept complaints from third parties, which may include ralatives, friends,
advocates and advisers. Where a complaint is made on behalf of a customer, we
must ensure that the customer has authorised the person to act on their behalf. 1tis
good practice o ensure the customer understands their personal information will be

shared as par of the complaints handhing process (partcularly where this includes
sensitive persanal information). This can include complaints brought by parents on

behalf of their child, if the child is considered to have capacity to make decisions for
themselves.

40. The provision of a signed mandate from the customer will normally be sufficient for us
to investigale a complaint. 11 we consider it is appropriate, we can lake verbal consenl
direct from the customer fo deal with a third party and would normally fallow up in
writing to confirm this.

41. In certain circumsiances, 8 person may raise a complaint involving ancther person’s
personal data, without receiving consent. The complaint should stll be investigated
where possible, but the investigation and response may be limited by considerations
of confidentiality. The person who submitted the complaint should be made awars of
these limitations and the effect this will have on the scope of the response.

42. See alzo section "Mainfalning confidentiality and dala protection’ at page 5.
Serious, high-risk or high-profile complaints

43. We will take particular care to identify complaints that might be considered serious,
high-risk or high-profile, as these may require particular action or raise crtical issues
that need senior management's direct input. Serious, high-risk or high-profile
complaints shauld normally be handled at stage 2 following full and careful
consideration at stage 1 first [please see section Stage 2 Investigation” at page 21).

44 We define potential high-nsk or high-profile complaintz as those that may:
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#  involve serous service failure
« generate significant and ongoing prass interest
« present issues of a highly sensitive nature, for example concerming:

« present issues of a highly political nature,

Anonymous complaints

45 We value all complaints, including anonymous complaints, and will take action to
consider them further wherever this is approprigte. Generally, we will consider
anonymous complaints if there is enowgh information in the complaint to enable us to
make further enguines. Any decision not o pursue an anomymaous complaint must be
authorised by an appropriate manager.

46. If we pursue an anonymaous complaint further, we will record it as an anomymaous
complaint together with any leaming from the complaint and action laken,

47, Il an anommous complamant makes senous allegations, these should be dealt with in
a mely manner under relevant procedures, This may not be the complaints
procedure and could instead be relevant child protection, adult pratection or
disciplinary procedures,

What if the customer does not want to complain?

48. If a customer has expressed dissatisfaction in line with our definition of a complaint
hut does not want to complain, we will explain that complaints offer vs the opportunity
to improve senvices where things have gone wrong, We will encourage the customer
to submil their complaint and allow us (0 handle it through the CHP. This will ensure
that the customer is updated on the action taken and gels a responsa 1o their
complaint.

49. If the customer insists they do not wish to complain, we are not required to progress
the complaint under this complaints procedure. However, we should record the
complaint as an anenymous complaint {including minimal information about the
complaint, without any identifying information) to enable us to track trends and themes
in complaints. Whera the complaint is serious, or there is evidence of a problem with
our services, we should also look into the matter to remedy this (and record any
OLILCOme).

50, Fleasa refer (o the exampla in Appendix 1 [or further guidance,
Complaints invalving more than one area or organisation

51. If a complaint relates to the actions of tavo or more areas within aur organisation, we
will tell the customer who will take the lead in dealing with the complaint and explain
that they will get only one response covering all issues raised.

B2, If a customer complains to us about the service of another organisation or public
senvice provider, but we have no invalvement in the issue, the customer should be
advised o contact the appropriate organisation directly,
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53, If a complaint relates to our service and the service of another organisation or public
senvice provider, and we have a direct interest in the issue, we will handle the
complaint about the organisation through the CHP. If we need to contact an outsice
body about the complaint, we will be mindful of data protection [please see section
‘Maintalining confidentiality and dala profection’ at page 9).

54. Such complaints may include a complaint against a third party and'or a contractor
who provides a service on our behall.

Complaints about contracted or commissioned services | ALEOs

55. We may use Am's Length External Organisations (ALEOs) to deliver certain services.
They are ‘arm's-length’ because we retlain a degree of control or influence, usually
through a funding agreement, and ‘axternal’ becausa they have a separate identity 1o
us, An exampie might be a charitable organisation defivering leisure and culture
services on our behalf.

56. Whera we use an ALED or contractor to deliver a service on our behalf we recognise
that we remain responsible and accountable for ensuring that the services provided
meeat our standards (including in refation to complaints). We will either do 50 by;

= ensuring the contractor complies with this procedure; or

» @nsuring the contractor has their own procedure in place, which fully meets
the standards in this procedure. At the end of the investigation stage of any
such complaints the contractor must ensure that the customer s signposted
o MIPS0,

57. Depandent on our arrangemeants with the contractor or ALED, wea may also apply a
hvbrid approach to handling complaints about organisations delivering senvices on our
behalf. e.g., stage 1 of the complaints process is conducted by the contractor F ALED
and stage 2 is conducted by NMDDC. Staff should confirm the complaints handling
arrangements for each contractor / ALEO regarding the management of complaints
prior to commaeancing this process. Where a complaint about a contractor or ALEQ is
submitted to MIPSD, MIPSO will treat it as a complaint about NMDDC.

58. We will confirm that service users are clearly informed of the process and understand
hew ta complain, We will also ensure that there is appropriate provision for
information sharing and governance oversight where reguired.

59. We retain discretion to investigate complaints about arganisations contracted to
deliver senvices on our behalf even where the procedure has normally been
delegated.

60. Contracted service providers/ALEO's will be required to report back to NMDDC and
share their complaints data relating to the delivery of the contract or commissionad
senvice for monitoring and learning purposes. This will help ensure that we meet our
overall governance responsibility for the provision of the service.
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Complaints about senior staff

61. Complaints which involve decisions or actions involving senior staff can be more
difficult, as there may be a conflict or perceived conflict of interest for the staff
investigating the complaint. When serious complaints are raised against senior staff,

it is particularly important that the investigation is conducted by an individual who is
independant of the situation. We must ensure we have strong governance

arrangements in place that set out clear procedures for handling such complaints.

62, Complaints about senior staff members will ordinarily be dealt with by a more senior
officar. Where this is not possible or weare considered necessary NMDDC may seek
ta have the complaint investigated by an individual of suitable seniorty from an
independant organisation eq. Local Government Stafl Commission.

Complaints and other processes
63. Complaints can sometimas be confused (or overlap) with other processes, such as
disciplinary or whistleblowing processes. Specilic examples and guidance an how to
handle these are below.

Complaints and service requests

Gd. If & customer asks NMDDC o do something (for example, provide a service or deal
with a problam), and this is the first time the customer has contacted us, this would
normally be a routine service request and not a complaint,

B5. Service reguests can lead to complaints, if the request is not handled promptly or the
customer is then dissatisfied with how we provide the service,

Complaints and disciplinary or whistleblowing processes

GE. It the issues raisad in-a complaint ovarlap with 1ssues raised under a disciplinary or
whistleblowing process, we still need o respond o the complaint,

67, Our response must be careful not (o share confidential information (such as anything
about the detanl of whistleblowing or disciplinary investigations, or outcomes for
individual staff members). It should focus on whether we failed 1o meet our service
standards, where relevant, or expected standards and what we have done to improve
things, in general terms. It is important to make clear to the complainant what issues
they have raised are being deall with under other procedures,

G, Siaff investigating such complainis will need to take extra care to ensure that:

« we comply with all requirements of the CHP in relation to the complaint (as
well as meeting the reguiraments of the other processes)

« all complaint issues which can be are addressed (sometimeas issues can get
missed if they are not relevant to the overlapping process); and

= we keep records of the investigation thal can be made available 1o NIPSO Jf
required. This can be problematic when the other process is confidential,
becauss MIPSC will normally require documentation of any corespondence
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and interviews 2 show how conclusions were reached. We will need 1o bear
this in mind when planning any elements of the investgation that might
overlap (for example, if staff are interviewed for the purposes of both the
complaint and a disciplinary procedure, they should be assured that any

evidence given will be confidential. However, it may be made available to
MIPS0O).

Contact fmrom MLAs/Councillors

649. Where MLAs or Councillors make a complaint on behalf of a constituent NMDDC will
doal with the complaint following this CHP and keep the MLA or Councillor informed
of progress.

70. In this regard elected members should be aware of special arrangements for elected
members in relation to seeking third party consent (the Information Commissioner's
Office has guidance an this: hitps:dico.org.ukimedialfor-
organisations/documents/ 1432063 constituenoy -casework-of-mos-and-the-
processing-of-sensitive-personal-data. pdf).

Complaints and compensation claims

71. Where a customer s seeking financial compensation anly, this is not a complaint.
However, in some cases, the customer may want to complain about the matier
leading to their financial claim, and they may seek additional outcomes, such as an
apotogy or an explanabon. Whers appropriate, we will consider that matter as a
complaint, bul may deal with the iinancial claim separately. The compensation claim
may also form part of the rasolution of the complaint. 1t may be appropriate 10 axtend
the timeframes for responding to the complaint, to consider the financial claim

Complaints and legal action

T2. Where a customer says that legal action is being actively pursued, this should not be
handied under this CHP and the customer should be directed to NMDDC's legal
process,

73. Whera a customer indicates that they are thinking about legal action, but have not yet
commenced this, they should be informed that if they take such action, they should
notify the complaints handler andsor the complaints manager and that the complaints
process, in relation o the matters that will be considered through the legal process,
will be closed. Any outstanding complaints must still be addressed through the CHP.

rd. If an issue has heen, or is being, considered by a court, we will generally not consider
the same issue under the CHP though this should not prevent any learning from the
issue raised in the legal action being implemented.

Complaints relevant to other agencies
7o, Customers may raise concerns about issves which cannot be handled through this CHP,

but which other agencies may be able to provide assistance with or may have an intergst
in. The organisations may include;

Page 15 0f 41



Back to Agenda

Morthern Ireland Commissioner for Children and Young People:
Wiebsite: wiww. niccy.org

Equality Commission for Morthern Ireland
Website: www.equalityni.orn

Advice NI
Website: www. adviceni.nat

T6. This list is not exhaustive, and it is important to consider the circumstances of each
case, and whether anaother organisation may also have a role to play.

What to do if the CHP does not apply

7701 the issue does not meet the definition of a complaint or if i is not appropriate to
handle it under this procedure (for example, due o tme limits), we will explain o the
cusiomer why we have made this decision. We will also 2l them what action (if any)
we will take (for example, if another procedure applies), and advise them of their right
to contact MIPSO if they disagree with our decision not to respond [o the issue as a
complaint.

T8.Where a customer cantinues o contact us about the same issue, we will explain that
we have already gven them our final responss on the matter and signpost them (o
NIPS0. We may also consider whether we need (o lake action under our Policy &
FProcedure for the Personal Safety of Emplovees exposed o Workplace Violence and
abuse from the Public.

Page 16 0of 41



Back to Agenda

Section 2: The Operations of the CHP

The definition of a complaint

79, Key (o ensuring effective complaint handling and central to introducing our CHF is
having a definition of what a complaint is. Our agreed definition of a complaint is:

An expression of dissalisfaction by one or more members of the public about
NMDDC's action or lack of action, or about the standard of senvce provided by or on
behall of our organisaiion’.

The complaints handling process

80, Ouwr CHP aims to provide a quick, simple and streamlined process for responding to
complainis early and locally by our capable, well-trained staff. The aim is, where
possible, to resolve the complaint to the customer's satisfaction. Where this is not
passible, the customer should be provided with a clear and reasoned response 1o
their complaint.

Resolving the complaint

a8l. A complaint is resolved when both we and the customer agree what acton (if any) will
be taken 0 provide full and final resclution for the customer, Occasienally this may
he done withouwt making a decision about whether the complaint is upheld or nat
upheld. In many cases. however, it may be possible to resolve complaints and make
a decision about whather the complaint is upheld or not uphald

82, You should try to resolve complaints wherever possible, although MMDDC accept this
will not be possible in all cases.

83, A complaint may be resolved at any point in the complaints handling process,
including during the investigation stage. It is particularly important that we try 1o
resolve complaints where there is an ongoing relationship with the customer or where
the complaint relates to an ongoing issue that may give rise to future complaints if the
matter is not fully resolved,

84. Itmay be helpful to use alternative complaint resolution appreaches when trying 1o
resolve a complaint [please see section ‘Alf@marve complaint resolulion approaches’
al page 23]

85, Whera a complaint is resolved, we do not normally nesd to continue looking into it or
provide a response on all points of complaint, There must be a clear recard of how the
complaint was resolved, what action was agreed, and the customer's agreement to
this as a final outcome. In some cases, it may still be appropriate to continue looking
intz the issue, for example where there is evidence of a wider problem or potential for
uzeful learning. ¥ou should use your professional judgment in deciding whether it is
appropriate to continue lnoking into a complaint that is resoheed,
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86, Inall cases, we must record the complaint outcome (resolved), any action taken and
sighpast the customer to stage 2 (for stage 1 complaints) or to NIPSO as usuoal
[please see section Signposting fo NIPSC' at page 26].

87. If the customer and our arganisation are not able to agree a resalution, we then follow
this CHP 1o provide & clear and reasoned responsa 1o each of the issues raised,

What to do when you receive a complaint

83. When you receive a complaint, you should consider four key guestions, This will help
you to either respond o the complaint quickly (at stage 1) or determing whether the
complaint is more suitable for stage 2:

What exactly is the customer's complaint {or complaints)?

89, Itis important to be clear about exactly what the customer is complaining abaut, You
rmay naed 1o ask the customer for more infarmation and probe further 1o get a full
understanding.

a0.  You will need to decide whether the issue can be defined as a complaint and whether
there are circumstances that may imit our abihty 1o respond to the customer (such as
the time limit for making complaints, confidentiality, anonymity or the nead for
consant), You should also consider whether the complaint is serious, high-risk or high-
profile.

91. If the matter is not suitable for handling as a complaint, vou will explain this o the
customer and signpost them to the relevant procedure or MIPSO for further advice.

892,  Inmost cases. this step will be straightforward, 1Tt is not, the complaint may need (o
be handled at stage 2 following discussion and agreement with the customer [please
sep section ‘Stago 2! Invastigation” at page 21].

What does the customer want to achieve by complaining?

93. At the outset, you will clarify the outcome the customer wants. Of course, the customer
may nat be clear about this, and we may neead to probe further to find out what they
expect, and whether they can be satisfied.

Can | achieve this, or explain why not?

a4, It you can achieve the expected outcome, for example by providing an on-the-spot
apology or explain why they cannot achieve it, you should do so.

85.  The customer may expect more than we can provide. If so, we will tell them as soon as
possible,

95,  Complaints which can be resolved or responded o quickly should be managed at
slage 1 [please see section ‘Slage 1, Fronfiine response’ al page 18],
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If | cannot respond, who can help?

a7, It the complaint is simple and straightforward, but you cannot deal with it because, for
example, you are unfamiliar with the issues or area of service involved, you should
pass the complaint 1o someane who can respond quickly.

98,  [fitis not a simple and straightforesard complaint that can realistically be closed within
5 working days [or 10, if an extension is approprigte), it should firstly be fully
considered at stage 1, in case, for example there is a resolution that has not yet been
considered. Following full consideration at stage 1 and discussion and agresment with
the customer, the complaint should be moved o stage 2. A record should be made of
the decision to move the complaint to stage 2. If the customer refuses (o engage at
stage 1, insisting that they want their complaint investigated. a record of this should be
made and the complaint handled immediately al stage 2 [please sea seclion "Slage 2
Invastigation’ al page 21].

Stage 1: Frontline response

299, Frontline response aims 1o respond guickky pwithin 5 working days) to
straightforward complaints,

100. Any member of staft may deal with complaints at this stage (including the staff
member complained about, for example with an explanation or apology). The main
principle is 1o respond o complaints at the earliest opportunity and as close to the
point of service delivery as possible.

101, We may respond (o the complaint by providing an on-the-spot apology where
appropriate, or explaining why the issue occurred and, whare possible, whal will be
done to stop this happening again. We may also explain that, as an organisation that
values complaints, we may use the information given when we review service
standards in the future. [f we consider an apology 15 appropnate, we may wish o
follow NIPSO's ‘Guidance on issuing an Apclogy’.

102, All complaints should be fully considered at stage 1 to identify any opportunites tor
resolution. Only after discussion and agreement with the customer, will the complaint
be moved to stage 2: Investigation. The decizion 0 handle the complaint at stage 2
should be recorded.

Notifying staff members involved

103, If the complaint is about the actions of another staff member, the complaint should be
shared with them, where possible, before responding (although this should not
prevent us responding to the complaint quickly, for example where it is clear that an
apology is warranied)

Timelines

104, Frontline response must be compleled within 5 working days, although in practice
wa would often axpact to respond to the complaint much sooner. ‘Day ong' is always
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the date of receipt of the complaint (or the next working day if the complaint 1s
received on a weekend or public holiday).

Extension to the timeline

105, In exceptional circumstances, a short extension of ime may be necessary due to
unfareseen circumstances {such as the availability of a key staff member). Extensions
must be agreed with an appropriate manager. We will tell the customer about the
reasons for the extension, and when they can expect a response. The maximum
extension that can be granted is 5 working days (that is, no more than ten
working days in total from the date of receipt).

106. If a complaint will take more than & working days to look into, it shauld be handled at
stage 2 immediately. Any movement of a complaint to stage 2 should be discuszed
and agreed with the customer first. The decision and rationale for the decision should
he recorded. The anly exception to this is whera the complaint is simple and could
narmally be handled within 5 warking days, but it is not possible to begin immediataly
(for example, due to the absence of a key staff member). In such cases, the complaint
may still be handled at stage 1 if it is clear that it can be handled within the extended
timeframe of up to 10 working days.

107, It a complaint has not been closed within 10 working days, it should be escalated to
stage 2 for & final response following discusson and agreement with the customer,

108. Appendix 2 provides further information an timelines.
Closing the complaint at the frontline response stage

109, 1fwe convey the decision face-to-face ar on the lelephone, we are nol reguired (o
write 1o the customer as well [although we may choose o). We must:

« tell the customer the outcome of the complaint fewhether it is resolved, upheld,
partially uphekld or not upheld)

« explain the reasons for our decision (or the agreed action @aken (0 resolve the
complaint — please see section Resolving the complaint’ at page 17)

= explain that the customer can escalate the complaint (o stage 2 i they remain
dissatisfied and how to do so (we should not signpost to NIPSO until the
customer has completed stage 2).

110, You should keep a full and accurate record of the decision given to the customer, If
you are not able to contact the customer by telephone, or speak to tham in person,
vou should provide a written response 1o the complaint where an email or postal
address is provided, covering the points abowve.

111, I the complaint is aboul the actions of a particular stall mamber(s), you should share
with them any part of the complaint response which relates to them, (unless there are
compelling reasons not ).

112, The staff member handling the complaint should consider whether any learning has
heen identified. Where learning has been identified, this should be recorded to
enable reporting [please see section ‘Learning from complaints ' at page 32].
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113, The complaint should then be closed and the complaints system updated accordingly.

Stage 2: Investigation

114, Siage 2 is appropriate where:

# the customer is dissatsfied with the frontline response or refuses to engage
at the frontline stage and would like theilr complaint to be investigatad. Unless
exceptional circumsiances apply, the customer should escalate the complaint
within six months of when they first knew of the problem or within two months
of the stage 1 response, whichever is later [please seo section Time dmit for
rmaking & complaint’ at page 10, Exceptional circumstances will be
cansiderad and if acceptable, we will accept the complaint cutside of these
timeframes|

= Ihe complaint is complex (Tor example where the customer has raised a
number of issues, or where information from several sources is needed
before we can establish what happened andfor what should have happensad)

« the complaint relates to serious. high-nsk or high-profile issues [please see
section ‘Serious, high-rsk or high-prafile complaints’ at page 11],

115, An investigation aims to explore the complaint in more depth and establish all the
relevant facts. The aim is to resolve the complaint where possible, or to give the
customer a tull, objactive and proporionate response that represants our final
position. Wheraver possible, complaints should be investigated by someon:a not
invalved in the complaint (for example, a ling manager or a manager from a different
arealdepanment. The organisation should decide at what level in the organisation a
final complaint response at stage 2 can be signed off).

116, Details of the complaint must be recorded on the complaints system. Where
appropriate, this will be done as & continuation of frantline response. If the
investigation stage follows a frontline responss, the officer responsible for the
investigation should have access to all case notes and associated information.

117. The beginning of stage 2 is a good time to consider whether complaint resalution
approaches other than investigation may be helpful [please see section 'Alternalive
complaint resolution approaches’ al page 23].

Acknowledging the complaint
118, Complaints must be acknowledged within 3 working days of receipt at stage 2.

119, ‘You should issue the acknowledgement in a format which is accessible to the
customer, taking into account their preferred method of contact.

120. Whera the points of complaint and expected outcomes are clear from the complaint,
you should set these out in the acknowdedgement and ask the customer to get in
touch with us mmediately it they disagree (see ‘Agreeing the issues of complant and
oulcome sought” at page 22).

121, Whera the points of complaint and expected outcomes are not clear, you should tell
the customer in the acknowledgement letter that we will contact them to discuss this.
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Agreeing the issues of complaint and outcome sought

122, Itis important to be clear from the start of stage 2 about the issues of complaint to be
investigated and what outcome the customer is seeking. We may also naed to
manage the customer's expectations about the scope of our investigation.

123, Where the izsues of complaint and outcome sought are clear, we can confirm our
understanding of these with the customer when acknowledging the complaint.

124, Where the issues of complaint and outcome sought are not clear, we must contact the
customer to confirm thess, We will normally need 1o speak to the customer {by phone
or face-to-face) to do this effectively. In some cases, it may be passible 1o clarfy
complaints in writing. The key point is that we need o be sure we and the customer
have a shared understanding of the complaint. When contacting the customaer, we will
he respectiul of their stated preferred method of contact, We should keep a clear
record of any discussion with the customer,

125, In all cases, we musl have a clear shared understanding of;

126. What are the issues of complaint to be investigated?

While the complaint may appear to be clear, agresing the issues of complaint at the
oulsel ensures thare is a shared understanding and avoids the complaint changing or
confusion arising at a later stage. The issues of complaint should be specific enough
to direct the imvestigation, but broad enough to include any multiple and specific
points of concern about the same issue.

We will make every effort to agree the issues of complaint with the customer
(alternative complaint reselution approaches may be helpful at this stage). In very
rare cases, it may not he possible to agree the issues of complaint (for exampla, if
the customer insists on an unreasonably large number of complaint issues being
saparately investgated, or on framing their complaint in an unacceptable way), We
will manage any such cases in accordance with our Policy & Procedure for the
FPersonal Safety of Employees exposed to Workplace Viclence and abuse from the
Public, bearing in mind that we should continue to investigate the complaint {(as we
understand it) wherever possible.

127, 1s there anything we can't consider under the CHP?

We must explain if there are any iIssues that are not suitahle for handling under the
CHP [please seea section ‘What fo do f the CHP does not apply’ at page 16].

128, What outcome does the customer want to achieve by complaining?
Asking what outcome the customer is seeking helps direct the invesbgation and
enahles us ta focus on resaolving (tha complaint where possible.,

129, Are the customer's expectations realistic and achievable?

It may be that the customer expects mare than we can provide or has unrealistic
expectations about the scope of the investigation. If =0, we should make this clear 1o
the customer as soon as possible.
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Motifying staff members involved

130, If the complaint is about the actions of a particular staff member’s. you should notify
the staff member's imvolved (inciuding where the staff membern's is'are not named, but
can be identified from the complaint). You should:

+« share the complaint information with the staff member!s (unless there are
compelling reasons not to)

#« advise them how the complaint will be handled, how they will be kept updated
and how we will share the complaint response with them

s discuss thelr willingness o engage with allemative camplaint resolution
approaches (where applicabla); and

« signpost the staff member’s to a contact person who can provide support and
information on what to expect from the complaint process {this must not be
the person investigating or signing off the complaint response).

131, Ifitis likely that internal disciplinary processes may be involved, the requiremeants of
that process should also be met. It is important that there is clear separation between
the complaint and the disciplinary process and that staff are aware of the remit of
both.

Investigating the complaint

132, Itis important to plan the investigation before beginning. The staff member
investigating the complaint should consider what infermation they have and what they
need about:

« what happened? (this could include, for example, recards of phone calls or
meetings, wark requests, recollections of staff members or internal emails)

= what should have happenad? (this should include any relevant policies or
proceduras that apply); and

» s there & difference between what happenad and what should have
happened, and is MMDDC responsible?

133, In zome cases, information may not be readily available. We will balance the need for
the information against the resources reguired to obtain it taking into account the
sernousness of the issue (for example, it may be appropriate to contact a former
employee, if possible, where they hold key information about a senous complaint).

134, If we need to share information internally or externally, NMDDC will be mindful of our
obligations under data protection legiskation.

[MIPSO has resources to assist organisations conducting investigations, including: An
Investigation Plan template and Decision-making tool for complaint investigators]

Alternative complaint resolution approaches

135. Some complex complaints, or complaints where customers and ather interested
parlies have become entrenched in thair position, may reguire a diferent approach o
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resolving the matter. Where we think it is appropriate, we may use alternatne
complaint resolution approaches such as complaint resolution discussions, mediation
or canciliation o try to resofve the matter and to reduce the risk of the complaint
escalating further. If mediation is attempted, a suitably trained and qualified mediator
will be used. Alternative complaint resolution approaches may hetp NMDDC and the
customer 1o understand whal has caused the complaint, and so are more likely 1o
lead to mutually satisfactony solutions.

136, Alternative complaint resolution approaches may be used 1o resolve the complaint
entrely, or to support one part of the process, such as understanding the complaint,
or exploring the customer's desired outcome,

137, 1 NMDDC and the customer (and any staff memben(s) imvolved) agree to using
alternative complamt resolution approaches, it is ikely that an extension to the
timeline will need to be agreed. This should not discourage the use of these
approaches.

Meeting with the customer during the investigation

138. To effectively investigate the complaimt, it may be necassary to arrange a meeting
with the customer. Where a meeting takes place, we will always be mindful of the
reguirement to investigate complaints {including holding any meetings) within 20
working days wherever possible, Where there are difficulties arranging a meeting, this
may provide grounds for extending the timeframe.

139, As g matter of good practice, a written record of the meeting should be completed and
provided to the customer. Alternatively, and by agreement with the person making the
complaint, we may provide a record of the meating in anather format, We will notify
the person making the complaint of the timescale within which we expect 10 provide
the record of the meating.

Timelines

140. The following deadlines are appropriate to casaes at the investigation stage {counting
day one as the day of receipt, or the next warking day if the complaint was received
on a weekend or public holiday):

« complaints must be acknowledged within 3 working days

« afull responsa fo the complaint should be provided as soon as possible but
not kater than 20 working days from the time the complaint was received for
investigation.

Extension to the timeline

141, Mot all investigations will be able to meet this deadline. For example, some complaints
are 50 complex that they reguire careful consideration and detailed investigation

beyvond the 20-working day timeline. It is important to be realistic and clear with the
customer about timeframes, and to advise them early if we think it will not be possible

to meet the 20-day timeframe, and why. We should bear in mind that extended
delays may have a detrimental effect on the customer and any staff member/s
complained about (if applicable).
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142, Any extension must be considered and approved by an appropriate manager. A clear
rationale should be recorded on each occasion for the appropriate manager to
consider and approve. The manager should consider the legitimacy of the reasons
provided before approving any extension. There should be a clear record of what
action has been taken to progress the complaint during the extension timeframe
hefore a funher extension s approved. The customer and any member/s of stafl
complainad about should be kept updated on the reason for the delay and give tham
a revised timescale for completion. You should contact the customer and any
member’s of staff complained about at least once every 20 working days to update
tham on the progress of the investgation, Repeated extensions should be aveidad
where possible as this can l2ad to a loss of faith in the process by the customer,

143, The reasons for an extension might include the following:

« essential accoents or statements, crucial o establishing the circumstances of
the case, are needed from stall. customer or others but the person is nol
available because of long-term sickness or leave.

s e cannot obdain further essental information within normal timescales; or

= the customer has agreed to alternative complaint resolution approaches as a
potential route for resolution

These are only a few examples, and we will judge the matter in relation o each
camplaint, However, an extension would be the exception,
144, Appendix 3 provides further information an timelines.

Closing the complaint at the investigation stage

145, The final response to the complaint should be in writing {or by the customer's
preferred method of contact) and must be signed off by & manager or officer who is
empowerad 1o provide the final response on hehalf of NMDDC.

146, We will tell the customer the outcomea of the complaint (whether it is resolved, upheld,
partially upheld, or not upheld). The quality of the complaint response is vary
important and in terms of good practice should:

« he clear and easy to understand, written in a way that is person-centred and
non-confrontational

« avioid technical terms, but where these must be usad, an explanation of the
term should be provided

s ardress all the issues raised and demonsirate that each elemant bas been
fully and fairly investigated

o include an apalogy where things have gong wrang {this s different @ an
expression of empathy) and any other action o be taken to put things right

» highlight any area of disagreement and explain why no further action can be
taken

» ndicate that a named member of statt is available to clarity any aspect of the
letter.
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147, Inthe same correspondence, and within two weeks of the day the complaines
procedure is exhaustedicompleted, the customer must be advised of our statutory
requiremeants:

= The customer has exhausted/completed our complaints procedure; and

« | the customer is not satisfied with the outcome of the local process and
stage 2, the customer may seek a review by NIPSO [please see section
Signposting to MIES0" below].

148, Where a complaint has been resohlved, our final response does not need ta pravide a
decision on all points of complaint but should instead confirm the resclution agreed
[please see section ‘Resolving the complaint” at page 17).

149, |If the complaint is about the actions of & particular stalf member(s), we will share with
thermn any part of the complaint responss which relates 1o them, (unless there are
compelling reasons not ).

153, A record of the decision, and details of how it was communicated o the custamer,
should be recorded on the complaints system.

151. Before the closure of the complaint, the staff member handling the complaint should
consider whether any learning has been identified. Where leaming has heen
identified, this should be recarded to enable reporting.

Signposting to NIPSO

152, Once the investigalion stage has been completed, the customer has the nght to
approach NIFS0 if they remain dissatisfied. We must make clear 1o the customer:

= their right to ask NIP50 to consider the complaint
» the time limit for doing so
= how to contact NIPSO.

153, NIPSO considers complaints from people whao remain dissatisfied at the conclusion of
our complaints procedure. NIPS0 looks at issues such as service failure and
maladministration {administrative fault), and the way we have handied the complaint
There are some subject areas that are not within MIPS0's jurisdiction, but it is
MIPS0's role to determine whether an individual complaint is one that thay can
consider (and to what extent). Al investigation responses must signpost o NIPS0.

154, NIFS0 recommends that we use the warding below (o inform customers of thair right
to ask NIPSO to consider the complaint. This information should only be included on
MMDDC's final response to the complaint

Infarmation about NIPSO

The Morthern Ireland Public Services Ombudsman (NIPS0) is the final stage for
complaints about the majority of public services in Northern Ireland. This includes
complaints about NMDDC. NIPSO is an independent organisation that investigates
complaints. The zervice provided by NIPSO is free. It is not an advocacy or support
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service (but there are other organisations who can help you with advocacy or
support).

If you remain dissatisfied when you have considered this response, you can ask
NIPS0 to look at your complaint. NIPSO generally expect complaints to be brought to
it:

. within 68 months since you received correspondence from NMDDC informing you
that the complaints handling procedure is complete and of your right to refer
your complaint to NIPSO.

NIPS0 will generally ask complainants to provide details of their complaint and a copy

of the final response from the organisation. You can do this online at How do | make a

complaint o NIPSO? - MIPS0 - Office of the Nonhem Ireland Cmbudaman or call them on

Freephone 0B0D 34 34 24,

You may wish to get independent support or advocacy to help you progress your
complaint. Organisations who may be able to assist you are:

o Advice NI

Website: wyewe adviceni.net
Freephone:; 0800 915 4604

MIPS0's contact details are:

The Narthern Ireland Public Services Ombudsman
33 Wellington Place

Belfast

BT1 6HN

Tel Freephone: 0800 34 34 24

Email: nipso@nipso. org.uk

Web: wanw.nipso.arg. ik

Post-closure contact

155, If & customer contacts us for clarfication when they have received our final response,
it is permissible o have further discussion with the customer o clarify our responsea
and answer ther questions. This can be used as a further opportunity to try (o resolve
the complaint and the organisation's commitment ta improvement and learning.
However, if the customer is dissatisfied with our response or does not accept our
findings, we will 2xplain that we have already given them our final response on the
matter and signpost them o MIPSC,
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Section 3: Governance of the CHP
Roles and responsibilities

156, MIPS0D recommend that as part of introducing a CTHP, all staff are made aware of;
s the CHP

« how to handle and record complaints at the frontline response stage

¢ who they can refer a complaint to, in case they are not able to handle the
matter

» the need to try and resolve complaints early and as close to the point of
sarvice delivery as possible; and

» their clear authority to attempt to resolve any complaints they may be called
upon to deal with.

157, Awareness trammg on the CHP wall be part of NMDDO s induction process far all new
stall, More in-depth and refresher training will be provided to relevant stafl on a
regular basis.

158, Sanior management will ensure that;

« MNMDDC's final position on a complaint investgation is signed off by an
appropriate manager or officer in order o provide assurance that this is the
definitive response of MMDDC and that the complainant’s concems have
hean taken seriously

« jtmaintains overall responsibility and accountability for the management and
govemance of complaints handling (including complaints about contracted
SETVICES)

e b has anactive role in, and understanding of, the CHP {aithough not
necessanly invalved in the decision-making procass of complaint handling)

» meachanisms are in place to ensure a consistent approach o the way
complaints handling information is managed, monitored, reviewed and
reported at all levels in NMDDC, and

« complaints information e.q. number of complaints received, typesfissues of
complaint received, number of complaints resolved/upheld/not upheld/partially
upheld, complaint outcomes, [please see section Recording, reporing,
pulilicising and learning from complaintz’ at page 30] efc. is annually
pubhshed; and

o complaints informaion 15 used to mprove services, and this is evident from
regular publications,

159, Elected members also play a key role in the accountability and governance of
complaints handiing. Their mole is to:
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&« ensure complaints data is scrutinised, analysed and routinely considered as
part of leadership information (annually, as a minimum)

«  provide the necessary challenge and hold senior stafl to account for the
organisation's parformance in complaints handling and managemaeant

« provide strategic leadership to drive the reguired culture of openness in
organisations where complainis are welcomed and valued.

160, The strategic oversight and scrutiny role of elected members is designed to promote
effective arganisational learning from complaints. This helps o ensure early warning
=igns are identified and acted upon s0 that the need for potential future actions, such
as public inguiries into wider and more senous issuas, which often onginate from
complaints, may be negated,

161. The fallowing are examples of questions elected mambers may ask senior staff in
their scrutiny of complaints data:

e What were the mam issues of complaint received?

« What was the arganisational leaming from the complaints received?

« What actions were taken as & result of lessons learned from complaints ?

« How many complainis were referred o NIPS0?

o Whal were NIPSO's recommendations and were they complied wilh (if
applicabie]?

162. Senior Management Team (Chief Executive and Directors). The Senior
Management Team provides leadership and direciion in ways that guide and enable
us to perform effectively across all services, This includes driving a culture change
where complaints are welcomed and valued, ensuring that there is an effective CHP
that 15 followed by all staff and assists organisational learming from the complaints
received and having an appropriate recording and reporting system in place o enable
the organisation to report annually on complaints performance and learning from
complainis. The Senior Management Team may take a personal interest in all or
some complaints or may delegate responsibility to senior staff to sign-off on final
complaint responses. Regular management reports assure the Senior Management
Team of the guality of complaints performance.

163. The Senior Management Team is also responsible for ensuring that there are
governance and accountability arrangements in place in relation to complaints about
contractors/Arms Length External Organisations [ALEOs). This includes;

« ensunng perdormance monitoring for complainis is a feature of the
sarvice/management agreamants batween NMDDC and contractors/ALEDS

s sefting clear objectives in relation to this complaints procedure and putting
appropriate monitonng systems in place o provide NMDDC with an overview
of how the contractor/ALED 15 meeting its objectives.
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154, Assistant Directors: On the Senior Management Team's behalf, Assistant Directors
are responsible for:

«  managing complaints and the way we learn from them

= reporting complaints quarterly to the senicr management team

« overseeing the implemeantation of actions reguired as a result of a complaint
« investigaung complaints; and

« They are also respongible for preparing and signing off decisions for
customers, so they should be satisfied that the investigation is complete, and
their response addresses all aspects of the complaint. However, Assistant
Directors may decide o delegate some elements of complaints handling
(such as investigations and the drafting of response letters) to other senior
staff, Where this happens, Assistant Directors shoulkd retain ownership and
accountability for the management and reparting of complaints.

165 The Head of Administration and Customer Services: The Head of Administration
and Customer Services will provide and ensure the provision of proactive expert
advice, knowledge and support Lo stall and elected members in relation o complaints
handling. Hefshe is responsible for ensunng the reporting requiremeants under the
CHP, for quarterly and annual repoming information, are met. This includes ensuring
that all sernices record and track complaints infformation using the designated system
in a timehy and accurate manner. The Head of Admimstration and Customer Services
is also expected to proactively drive service improvements and initatives with seniar
managers hased on data collated through implementation of the CHP,

166, The Learning and Development Manager: The Learning and Development
hManager is responsible for ensuring all new staff receive awareness training on the
CHP as part of the induction process, and, in conjunction with the Head of
Administration and Customer Services, that staff and elected members receive
hespoke training which meets service needs to ensure a professional and consistent
approach to complaints handling.

167, The organisation's NIPSO liaison officer: Our NIPSO liaison officer’s role includes
providing complaints information in an orderhy, structured way within requested
timescales, providing comments on factual accuracy on our behalt in response to
MIPSO reparts, and confirming and verlying that recommendations have been
implemented).

Recording, reporting, publicising and learning from complaints

168, Complaints provide valuable customer teedhack. One of the aims of the CHP 15 to
identify opportunities (o improve services across NMDDC. By recording and
anakysing complaints data, we can identily and address the causes of complaints and,
where appropriate, identify training opportunities and introduce senvice improvements.,

1569, We also have arrangements in place to ensure complaints about contractors or
ALEOs are recorded, reported on and publicized in line with this CHF,
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Recording complaints

170, Itis important to record suitable data to enable us to fully investigate and respond to
the complaint, as well as using our complaint information to track themes and trends,
As a minimum, the fallawing should be recarded for each complaint:

= the date the complaint was received

« the custamer's name and contact details

¢ the issue/naiure of the complaint

s the service the complaint refers to

« stafl membear respansible for handling the complaint

« acton taken and outcome at frontline (stage 1) response

+ the date frontline (stage 1) response was issued

« the date request for stage 2 investigation was received (if applicable)
» any extensions authorised at stage 2 (if applicable)

« action taken and outcome at investigation {stage 2) (if applicable)

« whether the complaint was resolved, upheld, partially upheld, not upheld
« date the investigation response was issued at stage 2 (if applicable)
= (he underlying cause of the complaint and any remedial action taken
= any organisational learning as a result of the complaint.

« MNMDDC will record the outcoma of the NIPSO's investigation (where
applicable and possible). Itis good practice ta record the full journey of a
camplaint, as this allows organisations o use the mlormation to identify good
practice or areas for improvement. For example, where there are a high
number of complaints 'not upheld' by the organisation but then 'upheld’ by
MIPS0, this could suggest that there are opportunities o improve complaints
handling at a local level.

171, If the customer does not want 1o provide amy of this information, we will reassure them
that it will be managed appropriately, and record what we can. If the customer
submits their complaint 1o NIPS0 and NIPSO decide (0 investigale the complaint,
MMDDC will receive a copy of the report and the details of the complaint.

172, Individual complaint files will be siored in line with our Retention and Disposal
Schedule.

Reporting of complaints

173, We have a process for the internal reporting of complaints information, including
anakysis of complaints trends. Regularly reporting the analysis of complaints
infermation helps to inform management of areas where services nead o imprave.

174, We will repor al least quarterly 1o senior managamenl on:

« complaints performance statistics
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= analysis of the trends and outcomes of complaints (this should include
highlighting where there are areas where few or no complaints are received,
which may indicate either good practice or that there are barriers 10
complaining in that area).

Publicising complaints information

175, We publish on a quarterly basis information on complaints outcomes and actions
taken o improve services L.e. good practice and lessons learned.

176. This demonstrates the improvements resulting from complaints and shows that
complaints can help o improve our services. It also helps ensure transparency in our
complaints handling service and will help to show our customears that we value their
complaints.

177, We will publish an annual complaints performance report on our wehsite in line with
MIPSO requirements and provide this 1 NIPSO (on reguest only), This summarises
and builds on the guarlerly reports 10 senior managemean! we have produeced aboul
our services. 1 includes:

= complaint performance statistics;

= complaint trends and the actions that have been or will be aken to improve
SEnICes as a result; and

= lessons leamed from complaints.

178. These reports must be easily accessible to members of the public and available in
alternative formats as requested.

179, In addition, MIPSO recommend a common datasset for complaints information across
all public sector organisations, Itis expected that we will work together with other
local govermment sector organisations to publish an overall complaints report,

Learning from complaints

180, We must have claar systems in place to act on issues identified in complaints, As a
MM, we must;

« seek todentily the rool cause of complaints
e« take actionto reduce the risk of recurrence

«  systematically review complaints performance repors to improve service
delivery.

131, Learning may be identified from indmwidual complamts {regardless of whether the
complaint is upheld or not) and from analysis of complaints data,

182, Whera we have identified the nead for service improvement in response to an
individual complaint, we will take appropriate action. The process should meat the
following minimum standard:

» the action needed to improve services must be authonsed by an appropriate
manager
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= an officer {or team) should be designated the "owner' of the issues, with
responsibility for ensuring the action is taken

« atarget date must be set for the action to be taken

« the designated individual must follow up to ensure that the action is taken
within the agreed timescale

« where appropriate, performance in the service area shoukd be momtored to
ensure that the issue has been resolved

e« any learning points should be shared with relevant staff.

183. NIPS0 has issued guidance on Learning from complaints which can be accessed

184, Senior management will review the information reparted on complaints regularly (o
ensure that any rends or wider i5sues which may not be obvious from individual
complaints are quickly identified and addressed. Where we identify the need for
service improvemeant, we will take appropriate action (as set out above), Where
appropriate, performance in the senvice area should be monitored to ensure that the
Iz5ue has been resahlead,

Monitoring compliance and performance

Compliance

185 Like all local government bodies, we are required to comply with the MCHP under
section 25(2) of the legislation, six months after MIPS0 publishes the MCHP.

186, MIPZ0 expect MNMDDC to have appropriate self-assessment arrangements in place to
assure ourselves that our CHP is operating in accordance with the MCHP (NIPSO
has available self-assessment templates), and (o rack performance as sel out in our
CHP. Any significant changes to the CHPF would require NIPS0 to be notified for prior
approval.

187, NIPSO will monitor our compliance with the MCHP both through the complaints it
investigates and through our standards function, including quality checks of published
and available complaints procedures. Any feedback on issues which could affect
compliance will be provided directly to NMDDC in the first instance, in line with
MIPSO's ‘Support and Intervention Policy’.

188, Under the terms of the legislation, NIPSC may also declare that an organisation is
non-compliant. MIPS0 intend to use this option as a means of last resort in the event
that attempts to work with NMDDC to facilitate implementation have faled. If MIPSO
does declare a CHP 10 be non-compliant with the MCHP it will, in line with the
legislation, give reasons in writing and specify amy modificabons to the CHP which
would resull in the declaration being withdrawn,
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Future revisions of the MCHP

189, The MCHP may be raviewead and revised periodically. Any revisions to the MCHP will
he managed by MIPS0. Where we or & public body considers thal an amendmeant (o
Parts 1, 2 or 3 is required, we are required to prepare and submit a request for
change to NIFS0. This should briefly describe the change requested, explain why
the change is proposed and highlight any associated issues in relation to costs, tme,
guality or risks.

190, MIPZ0 will consider and decide upon any request, in consultation with the relevant
public sector and other relevant stakeholders. This will help to ensure consistency of
approach across the sector by ensuring that only the current agreed version of the
MCHP is available to the sector at any given time, Importanthy it will also allow for an
accurate avaluation of the complaints procedure when appropriate.

191, While public sector bodies, including NMDDC may use the MCHP Parts 1-3 as
templates to develop our own CHP, i is important to remember that the MCHP Parts
1-3 may only be altered, amended or changed by MIPS0.

NIPSO advice and support

Training

192, NIF30's MOCHFP Parts 1-3 places a strong emphasis on early management of
complamts, effective recording of complaints and stalt being properly trained and
empowerad to deal with complaints.  All stalf need to have an understanding of how
to deal with complaints and the appropriate knowledge and skills to do so effectively.
This includes being aware of how we identify complaints and when we are authornised
o use arange of measures (o respond (o a complaint such as a simple apology
where appropriate.

193, s for us to identify the raining needs of appropriate staff to ensure they have the
gkillz and confidence to use the authority delegated 1o them. NIFSYs Complaints
Standards Team will endeavour to provide training and guidance on specific aspects
of complaints handling, Further details may be obtained from
hf[;'i."-i.-'fl"ll[:'!'-ilfl.lf'l-:!:].I:IRl'r'IIj':-!'-:l:'h'

NIPSO website

194. The NIPSD website provides a centre for best practice in complaints handling. I
contains information 1o help support improvement in public sector complaints
handiing, including published MCHPs for public bodies in NI, implementation and
comphance guidance, and best pracitice and training resources.
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Complaints handler Networks

195, MIPZ0 supports a Local Government complaints handling network,. The remit of this
group includes identifying, developing and evaluating best practice, supporting
complaints handling practitioners and providing a forum for benchmarking complaints
performance. The network is used to help take forward the ongoing standards work
of MIPS0 in areas such as developing standardised complaints recording categories.
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Appendix 1 — Potential Stage 1 Complaints
The following tables give examples of complaints that may be considerad at the frontline

stage and suggest possible actions.

| Complaint

| A customer reports thal their
| bin has not been emptied for
| twio weeks in a row. The first
time the issue was reported,
it was a semnvice request. The
| second consecutive service

| lailure is a complaint and is

. handled through the CHP.

Possible actions

Apalogise (o the customer,

Liaise with the waste management department to
investigate the reason for the service fault.

raintain contact with and update the complainant
whilst liaising with relevant organisational personnel.
Ensure that the service 15 provided the following
week, Check in with the customer the following week
to ensure the service was provided.

Record all details of the complaint for manitorng and
learning puUrposes.

i A customear complaing that
| the changing facilities in a
| council operated leisure

| Tacility are dirty.

Communicate clearly with the customer by thanking
them for drawing the matter io the organisation's
attention and assure them that the complaint will be
investigataed,

Lizuse with leisure centre management personnel to
investigate the status of the changing facilities,
Ensure leisure centre management recify the issue.,
haintain communication with the customer and
update them on the progress of the complaint
Record all details of the complaint for monitering and
learning purposes.

| The customer complains that
i a night-wiorking refuse

| collector woke har up by

| making excessive noise,

' The customer expresses

| dissatisfaction in line with the
| definition of a complaint, but
| says she does not want to

[ complain — just wants to tell

! us about the matter.

Apologise to the customer for the inconvenience
caused,

Explain our policy on refuse collection, in particular
the approach to night warking.

Tell the customer that you will pass on details of the
complaint to the service 1o highlight the noise issue
and ask the sarvice 1o do what they can 1o control
noise in the fufure.

Record all details of the complaint for momitonng and
learning purposes.

Tell the customer that we value complaints becausea
they help to improve senvices. Encourage them
submit the complaint.

In terms of improving senvice delivery and learning
from mistakes, it is imporant that customer
tfeedback, such as this, is recorded, evaluated and
acted upon.
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| Complaint Possible actions

¢ |f the customer still ingsists that they do not want o
complain, record the matier as an anonymous
complaint. This will avoid breaching the complainis
handling procedure. Reassure the customer that they
will not be contacted again aboul the malter,

« Record all details of the complaint for monitoring and
learning purposes.
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Appendix 2 — Complex complaints not to be handled through the
CHP

A concem may nol necassarily be a complaint. For example, 8 customer might make a
routine first-time request for a service, This is not a complaint, but the issue may escalate
intg a complaint if it is not handled effectively and the customer has o keep on asking for
SEMVICe.

1. Insome cases, a measure of discretion or further clarification is required in determining
whether something is a complaint that should be handled through this procedure or
another matter which should be handled through another process, There are also some
specific circumstances when complaints should be handled in a particular manner,

2. The following paragraphs provide examples of the types of issues ar concerns that must
not b2 handled through the complaints handiing procedure. This is not a full list, and you
should decide the best route based on the individual case,

Planning decisions

3. Customers may express dissatisfaction after the refusal of a planning decision or othar
related permissions. An example would be dissatisfaction with a condition of consent or
an enforcement action.

4, Planning apphcants, or their agent, have the right to appeal o the Planning Appeals
Commission about the planning decision, Appeals may be determinad on the basis of a
hearing, written representations with an accompanied site visit or by written
represantations with a Planning Appeals Commissionar's site visit,

5. Customers who are dissatisfied with one of our planning decisions, and who have & right
to appeal o the Planning Appeals Commission, should be directed to this service.
Howevar, some complaints about planning matters are from third parties such as
neighbours. These customers do not have the right of appeal to the Planning Appeals
Commission. These complaints, and those complaints about the administration of tha
planning process, should be considered through the CHP.

Claims for compensation only

B, A customer may seak to use the CHP to obtain compensation from us if thay consider us
liakle, This includes issues such as personal injury or loss af,.  \Where it is clear fram the
infarmation provided by the customer that the matter is nol a complaint bul is a claim
only and the outcome sought is compensation, it may not be appropriate to consider the
matter as a complaint. Claims for compensation only are not complaints, so you must
not handle them through the CHP. You should be clear, howsaver, that where a customer
wants to complain abaut the matter leading to their request for compensation, tor
example the condition of & public road causing damage to a motor vehicle, you may
consider that matter as a complaint. The request for compensation may or may not be
dealt with separately. You may decide 0 suspend complaint action pending the
outcome of the claim for compensation. If yvou do this, you must notify the customer and

explain that the complaint will be fully considerad when the compensation claim has
been decided.
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7. 1 you recene a compensabion claim, you should explain to the customer the process for
claiming compensation in fine with our policy on these claims.

B. You may still make ‘time and trouble’ payments for inconvenience suffered by customers,
in line with our policy on such mamers. This is distinct from compensation claims].

Licence decisions

9, We are responsible for issuing various licences, incleding public entertainment, HMO
(Housas in Multiple Occupation), caravan hcenses, Thess have their own legal redress.
Custaomers who are dissatisfied with these decisions will have 1o pursue this through the
correct procedure for the type of licence they want.
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Appendix 3 - Timelines

General

1. References ta timelings throughout the CHP relate to working days. We do not count
non-working days, for example weekends, public holidays and days of industrial action
where our service has been interrupted.

Timelines at frontline response (stage 1)

2. We wall aim o achieve frontline response within 5 warking days, The date of receipt is
day 1, and the response should be provided (or the complaint escalated) on day 5, at the
latest.

3. Ifwe have extended the timeline at the frontiine response stage in line with the CHP, the
response should be provided (or the complaint escalated} on day 10, at the latest.

Translernng cases from frontline response 1o investigaion:

4, If the customer wants to escalate the complaint (o the investigation stage, the reason
must be recorded at stage 1 and the case must be passed for investigation without
delay. In practice this will mean on the same day that the customer is told this will
happen.

Timelines at investigation (stage 2)

5. For complaints at the investigation stage, day 1 is:

= the day the customer reguested or agreed the matier o be considered at the
investigabion stage (stage 2],

B, We must acknowledge the complaint within 3 working days of receipt at stage 2 i.e. by
day 3.

7. We should respond in full to the complaint by day 20, at the laiest. We have 20 working
days to imvestigate the complaint, regardless of any time taken to consider it at the
frontline response stage

8. Exceptionally, we may need longer than the 20-working day limil for & full response, 1f
50, we will explain the reasons to the customer, and update them {and any staff involved)
at least ance every 20 warking days.

Frequently asked guestions
What happens if an extension s granted at stage 1, but then the complaint is escalated?

8. The exiension at stage 1 does not affect the timelrames al stage 2. The stage 2

timelframes apply fram the day the complaint was recened al stage 2 (we have 20
working days from this date, unless an extension is granted).

What happens if we cannal meet an extended imeframea?

10. If we cannot meet the extended tmeframe at stage 1, the customer should be notified.
The complaint should be discussed with the customer and if in agreement, the complaint
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should be moved to stage 2. The maximum timeframe aliowed for a stage 1 response is
10 working days.

11. ifwe cannat meet the extended timeframe at stage 2, a further extension may be
approved by an appropriate manager if there are clear reasons for this. There should be
a tlear record of what action has been taken to progress the complaint during the
extension timeframe before a further extension is approved. This should only ooour in
exceptional circumstances (the original extension should allow sufficient time 1o
realistically investigate and respond 1o the complaint), Where a further extension 15
agreed, we shoukd explan the situaton o the customer and gree them a revised
timeframe for completion, We must update the customer and any staff involved in the
investigation at least once every 20 working days

What happens when a customer asks for stage 2 consideration a long time after receiving a
frontling response?

12, Unless exceptional circumstances exist, customers should bring a stage 2 complaint
within six months of learning about the problem, or within two months of receiving the
stage 1 response (whichever is latest).
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Newry, Mourne & Down District Council

Guide for Person who wishes to make a
Complaint
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Introduction

This document is Part 3 of NIPSO's Model Complaints Handling Procedure (MCHP). It has been
preparad to assist public bodies o communicate and make accessible its complaints handling
procedure (o its customers and those people who wish to make a complaint. The document
provides customers with clear and straight-forwarnd information on an crganisation’s complaints
handling procedure that follows MIPSD's MCHP.

It is important to make customers aware of their right 1o complain and how to do so. Information
about the procedure should be easily accessible at all times, not just made available when a
customer wishes to complain.

Arrangements about how to make a complaint must be widely publicised, simple and clear, and
made available in all areas of service provision. Public bodies should, tharefore, consider the maost
effective ways to ensura maximum accessibility, such as online information about how 1o access
the complaints procedure which should be clearly visible on the landing/ome page of the
organisation’s website, Traditional methods such as leaflets can also be helpful and organisations
should consider where thesa can most effectively be displayed.

Customers must, where appropriate, have the support they need to articulate their concemns and
successfully navigate the complaints procedure. A range of methods for complaining by whatever
means is easiest for the customer and should be provided and accepted to ensure accessibility to
the complaints procedure, This may include frontline stall assisting the customer by writing the
complaint for them.

Public bodies should also take into account indivdual requirements, for example less-abled
people; people with learning difficulties; people who-are deaf or hard of hearing {including British
Sign Language users); people with & visual impairment; and people whose first language is not
English. Where appropriate, suitable arrangements should be made for the specific neads of thosa
whao wish to complain, including provision of interpreting services, access to support or advocacy.
and information in & vanety of formats and languages, at suitable venues, and at suitable tmes.
The arganisation information should make clear what adjustments are available and how they can
be accessed.

To comply with MIPSO's MCHP, MNewry, Mourne and Down District Council must provide and
publish guidance for complainants on how to make a complaint.

The template below was developed by MIPSD in collaboration with Operaticnal Metwork members.
The template iz designed to be an internal document for your organisation to adopt. The language
used reflects its status as an internal document.
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Mewry, Mourne and Down District Council is committed to providing high-quality customer
SEniIcaes,

We value complaints and use information from them to help us improve our
services.

1. If something goes wrong or you are dissatisfied with our services, please tell us. This
document describes our complaints procedure and how to make a complaint. It also tells you
about how we will handle your complaint and what you can expect from us,

What is a complaint?

2. We regard a complaint as “an exprassion of dissatisfaction by ong or more members of the
public about our action or lack of action, or about the standard of service provided by us or on
our behalf'.

What can | complain about?
3. You can complain about things like:

» failure or refusal to provide a service

» inadequate guality or standard of service, or an unreasonable delay in providing a
SENiCe

« dissatisfaction with one of our policies or its impact on the individual
« failure to property apply law, procedure or guidance when delivenng semvices
« failure to foliow the appropriate administrative process

« conduct, reatment by or attitude of a member of stafl or contractor (excepl where
there are arangements in place for the contractor to handke the complaint
themselves: please see section "Complaints about Contracted Services at page 13)

= 4 concern about the actions or senace of an organisation who is delivering services
on our behalf

= disagreement with-a decision, {except where there is a statutory procedure for
challenging that decision, or an estahlished appeals process)

= dissatisfaction with how an element of a planning decision was administrated.

4, Your complaint may involve more than one of Mewry, Mourne and Down District Council's
services or be about someone working on aur behalf

What can't | complain about?

5. There are some things we can't deal with through our complaints handling procedure, These
nclude:

= arouting first-time request for a service (see section "Complaints and service
requests’ at page 14)

« afirst-time report of & faull
#= arequesi for compensation only (see section "Complaints and compensaiion claims’
at page 15)
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o i5sues thal are in court or have already bean beard by a court or & tribunal (see
section 'Complaints and legal action’ at page 15)

« disagreement with & decision where therg 15 a statutory procedure for challenging
that decision {such as freedom of information and subject access requests), of an
establizhed appeals process followed throughout the sector (such as planning or &
parking licket appeal)

= 4 request for information under the Data Protection or Freedom of Information
(Moarthern Ireland) Acts

= agrnevance by a staff member or a gnevance relating to employmeant or staff
recruitment

= aconcern raised intemally by a member of staff which was not about a service thay
received (such as a whistleblowing concern)

= g concern about a child or an adult's safety

« an attempi 1o reopen a previously concluded complaint or (0 have a complain
reconsidered where we have already given our final decision

« ahuse or unsubstantiated allegations about our arganisation or staff where such
actions would be covered by our Policy & Procedure for the Personal Safety of
Employeas exposed to Warkplace Violence and abuse from the Public.

& 4 concern about the actions or sendice of a different organisation, where we have no
irvalvernent in the issue (except where the ather organisation i delivening services
on our behalf: see section ‘Complaints about contracted services™ at page 13)

» challenges to decisions made wia formal decision-making channels 1.e. a customer
is dissatisfied with a planning decision, but not with any element of the process that
led o the decision.

G, If other proceduras or nghts of appeal can help you resolve your concems. we will give
information and advice to help you.

Who can complain?

7. Aryone who receives, requeslts or is directly affected by our services, Or a service contracted
ar commissionad by us, can make a complaint (o us. This includes the representative of
someane who is dissatisfied with our service (for example, a relative, friend, advocate or
adviser). If you are making a complaint on someone else's bahalf, you will normally need their
written consent. Please also read the section on "Getting help to make your complaint’ below.

How do | complain?

8. You can complain in person at any of our staffed offices or facilities, by phone, in writing or by
email or wia our on-line complaints form, httpsfsasy newrymournedown. orgfcomplaints-form
Complaints may be made verbally or in writing, including face-to-tace, by telephone, letter or
email. We will try to be as llexible as possible to remove any barriers to customers submitting
complaints

Where a complaint issue is raised via a digital channel managed and contradled by Council (for
example an official Twitter address or Facebook page), we will explain that we do not take
compleints on social media, but we will t2ll vou how you can complain.
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9. Itis easier for us to address complaints if you make them quickly and directly to the service
concermned. So please talk to a member of our staff at the service you are complaining about,
Then they can iy (0 resolve the 155ue.

170, When complaining, please tell us:
= your full name and contact details
. as much as you can about the complaint
. what has gone wrong; and
=  Whal oulcome you are seeking,
Cur contact details are available at the end of this document.
How long do | have to make a complaint?
11. Normally, you must make your complaint within six months of:
. the event you want to complain about; or
# finding out that you have a reason o complain.

12. In exceptional circumstances, we may be able to accept a complaint after the time limit, If you
feel that the time limit should not apply to your complaint, please tell us why.

What happens when | have complained?

12, We will always tell you who is dealing with your complaint and provide contact details. Our
complaints procedura has two slages.

Stage 1: Frontline response

14, We aim 1o respand 1o complaints quickly (where possible, when you first 2l us aboul the
iszue). This could mean an on-the-spot apology and explanation if something has clearly gone
wrong, or immediate action to resolve the problem.

1%, We will give you our decision at stage 1 in 5 working days or less, unless there are exceptional
circumstances.

16, If wou are not satisfied with the response, we give at stage 1, we will tell you what you can do
next, It you choose to, vou can take vour complaint (o stage 2. You must normally ask us o
consider yvour complaint al stage 2 either:

= within six months of the event you want to complain about or finding out that you have a
reason o complam; or
« within two months of receving your stage 1 response from us (if this is laler).

17. In exceplional circumstances, we may be ahle to accept a stage 2 complaint after the ume [imit.
If wou feel that the time limit should not apply to your complaing, please tell us why.
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Stage 2: Investigation

18, Stage 2 deals with two types of complaint: those that have not been resolved at stage 1 and
those that clearly reguire in-depth investigation, and so are handled al this stage lollowing
discussion and agreament with you. If yvou do not wish your complaint to be handled at stage 1,
you can ask us to handle it at stage 2 instead.

1%, When using stage 2:
. we will acknowledge recaipt of your complaint within 3 working days

. wa will confirm our understanding of the complaint we will iInvestigate and what
outcome youl are looking for

. wie will try 1o resolve your complaint where we can {in some Cases wa may suggest
using an altermnatne complaint resalution approach, such as mediabon); and

»  where we cannot resolve yvour complaint, we will give you a full response as soon as
possible, normalky within 20 working days.

20 1f our investgation will take longer than 20 working days, we will tell you. We will tell you our
revised time limits and keep vou updated on progress.

What if I'm still dissatisfied?

21. After we have given you our final decision, if yvou are still dissatisfied with our decision or the
wiay we dealt with wour complaint, you can ask the Morthern Ireland Public Services
Omhbudsman {MIPSO) to look at it

NIPSO is the final stage for complaints about the majarity of public services in
Morthern Ireland. This includes complaints about us. NIPS0 is an independent
organisation that investgates complaints. The senvice provided by MIPSO is

free. Itis not an advocacy or support service (but there are othar organisations
who can help you with advocacy or support).

If wou remain dissatisfied when you have a final response from us, you can ask
MNIPSO to look at your complaint. NIPSD generally expect complainis to be
brought to it

« within & months since you received comespondence from us informing
you that the complaints handling procedure is complete and of your
right to refer your complaint (o MIPS0,

MIPS0 will generally ask you (o pravide details of your complaint and a copy of
our final response 1o your complaint, You can do this online at
wew. MIPS0 org.uk or call them on Freephone 0800 34 34 24,

You may wish to get independent support or advocacy to halp vou progreass
your complaint. See the saction on ‘Gefting help to make my complaint’ below.

MNIPS0 s contact delails are:
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The Morthern Ireland Public Services Ombudsman

33 Wellington Place
Belfast

BTl GHN

Tel Freephone: DBO0 34 34 24
Email; nipso@nipsa,ong.uk
Web: www.nipso.org.uk

(If you would like to visit in person, you must make an appointment first)

The freepost address is:
FREEFOST NIPSD

22 1f NIPSO cannat investigate your complaint and your complaint requires an alternative route for
independent review, NIFS0 will tell you and provide you with the relevant contact details.

Getting help to make my complaint

23, We understand that you may be unable or reluctant to make a complaint yoursell, We accepl
complaints from the representative of a person who 15 dissatisfied with our service. We can
take complaints from a friend, relative, or an advocate, if you have given them your consent to
complain for you.

24, You can find out about advocates in your area by contacting,

Morthern freland Commissioner for Children and Young People:
Website: www. Niccy.ong

Equality Comrmission for Morthem Irefand
Website: www egualibyni.org

Advice M
Website: winw adwviceni.net

25, ¥ou can find out about advisers in your area through Advice NI

Advice NI

Website: wwaw acdviceni.net

26. We are committed to making our service easy to use for all members of the community. In
fine with our statutory eguality duties, we will always ensure that reasonable adjustments are
made to help you access and use our services, If you have trouble putting your complaint in
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writing, or want this infarmation in another language or format, such as large font, or Braille,
pleasze tell us in person, contact us on 0300 013 4000 email us at info@nmandd.org.
27. Our contact details

28, Please contact us by the following means:

« Difig an IGir
Mewry Office
Monaghan Row
Mawry
BT3s BD

« Oifig Dhin Padraig
Downpatrick Office
Downshine Civie Centre

Ardglass Road
BT30 6G0

« Coaouncil: 0330 137 4000

+»  Email: info@@nmandd. org

We can also give you this leaflet in other languages and formats
(such as large print, audio and Braille).
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Report to: Strateqy, Policy and Resource Committes

Date of Meeting: 17 August 2023

Subject: Revised Records Management Policy and Procedure
Reporting Officer Edei Cosgrove - Head of Compliance

{Including Job Title): | -

Contact Officer Sally Andrée — Records Manager

(Including Job Title): Edel Cosgrove - Head of Compliance

Confirm how this Report should be treated by placing an x in either:-

| For decision | X | For noting only | |

1.0

I Purpose and Background

1.1

1.2

1.3

1.4

The purpose of the repaort is to seek Members approval on the revised Records
Management Policy and Procedure (RMPF).

The revised RMPP details how Council will meet its statutory obligations in relation to a
series of legislation and associated guidance; the Public Records Act (NI) 1923, Disposal of
Documents Order (Mo, 167) 15925, Section 46 of the Freedom of Information Act 2000 —
Records Management Code of Practice, Data Protection Act 2018, UK General Data
Protection Regulations (UK GDPR); Freedom of Information Act 2000, Environmental
Information Regulations 2004, Re-Use of Public Sector Information Regulations 2015, the
Local Government Act (Morthern Ireland) 1972, the Local Government Act (Northemn
Ireland) 2014 and Section 75 of the Northern Ireland Act 1998 and to meet the demands
of the growth in digital technolagy.

Whilst the review has brought some amendments to both documents, the main changes
are the addition of new sactions within the Procedure to assist staff with electronic records
management and also to highlight the role of the Information Asset Cwner.

The draft will replace the existing RMPP.

2.0

Key issues

2.1

2.2

2.3

The RMPP were approved in 2019 and an elearning module created in 2020, however
both awareness of the procedures and the numbers who have completed the training
requires attention. The EM team has supported business areas on various projects fo
ensure robust records management practices.  The new sections within the revised RMPP
facus on identifying a record and creating logical and sustainable departmental file
management systems.

The Role of the Information Asset Owner (TAQ) (pages 29-30) provides greater detail of
the IAD role and complements the work carried out in the revised Retention and Disposal
Schedule, awaiting approval by the DFC Minister and ratification by the NI Assembly.

For ease of reference the Paolicy amendments are shown as tracked changes and, in the
Procedure, the new sections and main amendments are included via track changes or in
red or blue text on the following pages:
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Procedure:

Pages & — 8 Defining a Record - new

Pages 9 — 12 E-Records Management - new

Pages 13 = 16 E-Records Maming Convention = new and updated

Page 17 Version Control = IT amendment re file titles and table added to provide
clarification on version numbering

Fage 18 replacement of MS Windows with “product in use”

Page 19 update 1o Record Creation

Page 20 update to Record Maintenance and addition of link to ATIPP slides

Fage 22 amendment to update disposal process with Information Asset Cwner
Page 23 amendment to Lost and Missing Records

Page 25 addition of link to ATIPP slides

Page 246 Record formats new and amended

Page 29 Roles and Responsibilities — addition of Head of Compliance and Records
Management Team duties and amendment to IT Department responsibilities.
Pages 30 - 31 Rode of the Information Asset Chwner

Page 31 amendment to Monitoring

Page 32 Appendix B — Data Classification, Protective Marking and Information Handling
has now been incorporated into the main body of the Procedure and LES Drives added to
Page 36

Pages 36 and 40 One Drive replaced with Office 365

2.4 Appendices updates and new additions
Appendix & — revised text Pages 35-44
Appendix B — addition of Data Minimisation Page 4%
Appendix D = Archive Box Label Template Page 49
Appendix E — Disposal of Records Form Page 50
Appendix G — Guidance and Best Practice Page 52

‘3.0 Recommendations

3.1 It is recommended Members approve the revised REMPP.

4.0 Resource implications

4.1 Mone identified.

5.0 Due regard to equality of opportunity and regard to good relations (complete
the relevant sections)

5.1 General proposal with no clearly defined impact upon, or connection to, specific
eguality and good refations outcomes
It is not anticipated the proposal will have an adverse impact upon equality of ]
oppartunity or good relations

5.2 Proposal relates to the introduction of a strategy,. policy initiative or practice

and / or sensitive or contentious decision

ves (1  no X
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If yies, please complate the fallowing:

The policy (strategy, policy initiative or practice and [/ or dedision) has been eguality 1]
sCraened

The policy (strategy, policy initiative or practice and [/ or decision) will be subject to |:|
equality screening prior to implementation

5.3 Proposal initiating consuftation

Consultation will seek the views of those directly affected by the proposal, address
barriers for particular Sactlon 75 equality categaories to participate and allow ]
adequate time for groups to consult amongst themseahves

Consultation period will be 12 weeks

L]

Consultation period will be less than 12 weeks (rationale to be provided)

L]

Ratianale:

6.0 Due regard to Rural Needs (please tick all that apply)

6.1 Proposal relates to developing, adopting, implementing or ravising a policy [
strategy / plan [/ designing and/or delivering a public service

"I'ESE NDE

If yes, please complete the following:

Rural Needs Impact Assessment completed D

7.0 Appendices

Revised RMPP

8.0 Background Documents

Current RMPP presented to the Strategy, Policy and Resources Committee 12.09.2019
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Updated record requirements adding Relevant and

Pages 6 — B Defining a Record - new

Pages 9 - 12 E-Records Management - new
Pages 13 — 16 E-Records Naming Convention — new

and updated

and table added to provide clarification on version

numbering

Page 18 replacement of MS Windows with 'the product

in use’

link to ATIPP slides

Page 19 update to Record Creation
Fage 20 update to Record Maintenance and addition of

Infe}rmamﬂ nﬁsetﬂwner "

Page 23 amendment to Lost and Missing Records

Paoe 5 addition of link to ATIPP siides
Page 26 Record formats new and amended

f ian n

Page 29 Roles and Rgﬁpu_nsibilities — addition of Head

n Team i

and amendment to IT Department responsibilities.
Pages 30 — 31 Role of the Information Asset Owner

Page 31 amendment to-Monitoring

F'iqe 32 Appendix B — Da ;IasmﬁcatlmJ_Fmta:mre

incorporated into the main body of the Procedure and

L&S Drives added to Page 36
Pages 36 and 40 One Drive replaced with Office 365
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Records Management Policy
Title
MNewry, Mourne and Down District Council’s {NMDDC) Records Management Policy

Statement

NMDDC endorses the Records Management Policy as a framewaork for the Council's compliance with
the Public Records Act (NI 15923, Disposal of Documents Order (No. 167) 1925, Section 46 of the
Freedom of Information Act 2000 — Records Management Code of Practice, Data Protection Act
2018, UK General Data Protection Regulations (LK GDPR); Freedom of Information Act 2004,
Ervironmental Information Regulations 2004, Re-Use of Public Sector Information Regulations 2015,
the Local Government Act (Naorthern Ireland) 1972, the Local Government Act (Northern Ireland)
2014 and Section 75 of the Morthern Ireland Act 1598.

Aim

The aim of the Records Management Policy is to ensure NMDDC's compliance with statutory and
regulatory requirements affecting the use and retention of records. NMDDC's records are a vital
corporate asset; they provide evidence of Council's actions and decisions. NMDDC is committed to
creating, receiving and maintaining authentic, reliable and useable records, which are capable of
supporting business functions and activities for as long as they are required and will provide

sufficient resources and training to ensure the Council keeps the records it needs for business,
requlatory, legal and accountability purposes.

Definition

Records Management is defined in BS 150 15485-1:2016 Information and Documentation - Records
Management, as the field of management responsible for the efficient and systematic control of the
creation, receipt, maintenance, use and disposition of records, including the processes for capturing
and maintaining evidence of and information about business activities and transactions in the form of
records,

The Records Management Policy will ensure that all records are:

» Authentic
It must be possible to prove that records are what they purport to be and who created them, by
keeping a record of their management through time. Where information is later added to an
existing document within a record, the added information must be signed and dated. With
electronic recoras, changes and additions must be identifiable through audit trails.

« Accurate
Records must accurately reflect the transactions that they document.

« Accescible
Records must be readily available when neaded.

« Complete
e L Lttt L S R RO o e ] IR Lo S BT e e S0 Sl B B Lt 8 B T BT S TR IR e R R ) BIRL A TR

Eecorgs must be captured in full,

« Comprehensive
Records must document the complete range of an organisation's business,

Records Management Policy 5 Wersion 1.3
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« Compliant
Records must comply with any record keeping requirements resulting from legislation, audit
rules and other relevant regulations.

= Effective
Records must be maintained for specific purposes and the information contained in them must
meet those purposes. Records will be identified and linked to the business process to which they
are related.

+ Relevant
Records need o mest current and potential users’ needs,

«  Secure
Fecords must be securely maintained to prevent unauthorised access, alteration, damage or
removal. Thay must be stored in a secure environment, the degree of security reflecting the
sensitivity and importance of the contents. Where records are migrated across changes in

technology, the evidence preserved must remain authentic and accurate.

Information is recorded and available as soon after the event as possible.

Scope

NMDDC's corporate records are a unigue and irreplaceable resource, and the proper management of
this resource is necessary to satisfy Council's internal business processes and to comply with the law.
A small percentage of NMDDC's records will be selected for permanent preservation because of theair
long term historical [ research value and as an enduring record of the conduct and managemeant of
the Council.

The Records Management Policy applies to all Council staff, including temporary staff, and Elected
Members who creale, receivie, use and maintain records in the course of Council business, It also
applies to contractors, consultants, volunteers, third parties and contracted out services, that have
aooess to, process or manage Coundil records.

The Records Management Policy applies to all records, regardless of the format or technology used
to create and store them, that are created, received, maintained and hald in the course of Coundil
business and thereafter retained for a set period to provide evidence of its activities and transactions.

The Records Management Policy includes all records that are held or processed on all Coundl sites
and/or shared with, or managed by, third parties and to business information systems used to
create, store, maintain and archive or dispase of records.

Related Policies

NMDDC's Retention & Disposal Schadule

NMDDC's Information Security Policy

NMDDC's Access to Information Policy & Procedure
NMDDC's IT Policies & Procedure

NMDDC's Social Media & Acceptable Lse Policy & Procedure
NMDDC's Privacy Motice

NMDDCs Publication Scheme

NMDDC's Customer Services Seadards Charter

Records Management Policy & Wersion 1.3
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Breach of this Policy

Any breach of this Policy and its associated procedures by staff will be investigated in accordance
with Council’s disciplinary procedure, any action taken will depend on the circumstances of each
individual case. Any breach of this Policy and its associated procedure by non-staff will ba
investigated and steps taken in accordance with the law and any relevant contract,

Procedures, Practi nd Guidan

The Records Management Procedure attached hereto and Best Practice and Guidance documents
produced by the Records Management Team must be adhered to in the delivery of this Policy.
Equality Screening

This policy has been equality screened and the outcome is that it not be subject to an Equality
Impact Assessment {with no mitigating measures required).

Rural Impact Assessment

Due regard to rural needs has been considered and a rural needs impact assessment has been
completed.

Records Managemant Policy 7 Version 1.3
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Introduction

Records Management is defined as the field of management responsibie for the efficent and
systematic control of the creation, receipt, maintenance, use and disposition of records, induding the
processes for capturing and maintaining evidence of and information about business activities and
transactions in the form of records.

Newry, Mourne and Down District Councils (NMDDC) records are Council’s corporate meamaory and,
as such, it is vital that Council prioritise the management of every facet of a record from creation
through to disposal in an appropriate manner.

Records are a valuable resource and records management is the procass by which NMDDC manages
all aspects of records and infarmation, from creation through ko eventual disposal (Records Life
Cycle). The aim of the accompanying guidance documents is to ensure:

Accountability — records are adequate o account fully and transparently for all business actions
and decisions in particular to protect legal and other rights of staff or those affected by those
actions; facilitate audit or examination; and provide credible and authoritative evidence.

Accurate — records accurately reflect the transactions they document.

Accessibility - records can be located when needed and only those persons with a legitimate right
can access the records. The information within them is displayed consistently and the current
version is identified where multiple versions exist.

Storage - electronic and physical storage 15 utilised fully ta ensure the correct and secure
management of records,

Interpretation - the context of the record can be interpreted, i.e.

#  \Who - identification of staff who created or added to the record:
« When - during which business process; and
»  How - the record is related to other records.

Quality — records can be trusted - are complete and accurate and reliably represant the information
that was actually used in, or created by, the business process and a record's integrity and
authenticity can be demonstrated.

Maintenance through time - that the gualities of availability, accessibility, interpretation and
trustworthiness can be maintained for as long as the record is needed despite changes of format and
changes to the corporate structure.

Security - records are secure from unauthorised or inadvertent alteration or erasure, access and
disclosure. They are properly controlled and there are audit trails to track all use and changes in
order to ensure that records are held in a robust format which remains readable for as ong as
records are required.

Retention and disposal - records are retained and disposed of appropriately in accordance with

Staff are trained - that all staff are made aware of their responsibilities and use their time
effectively regarding records management.

Legislation

In addition to being an efficient business taol for Councll, an effective records management policy is
required to allow NMDDC to manage all its records in accordance with legislative reguirements.

Racards Managameank Pracedurns Wersion 1.3
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The Public Records Act (MI) 1923 established the Public Record Office of Northern Iraland (PRONI)
as the place of depasit for public records, created the roles of Kesper and Deputy Keeper of the
records and defined the context of public records.

The Disposal of Documents Order (Mo, 167) 1925 sets out how public autharities should deal with
the dispaosal of public records once their business need comes to an end, i.e. destruction of those
records that have no long-term value or the preservation and transfer of records selected for
permanent presarvation to PRONI.

The Code of Practice under Section 46 of the Freedom of Information Act 2000 (FOIA) provides
guidance to public authorities on the keeping, management and destruction of records.

The aims of the code are twofold, the first aim is to provide a suitable sef of practices in relation to
the creation, management and disposal of public records and the second deals with the
arrangaments for reviewing and transferring the records to a place of deposit once thelr
administrative use has come to an end.

The FOIA and the Ervironmental Information Regulations 2004 (EIR) give the public the legal right
of access to recorded information held by public authorities, unless a relevant exemption applies.

The Data Protection Act 2018 (DPA) and LK General Data Protection Regulations (UK GDFR) give
anyone the right to information held about tham by a public authority and set out rules 1o ensura
that information s handied properly, unless a relevant exemption applies.

The Re-Use of Public Sector Information Act 2015 (RPSI) governs the use of public sector
information for a purpose other than the initial public task it was produced for. RPSI is about
permitting re-use of recorded information and how it is made available. In Morthern Ireland the
CpenDatai] Portal facilitates the re-use of public sector information through published dataseats.

The rotes and functions of councils, established in the Local Government Act (Northern Ireland)
15972, require a commitment to the development of an efficient and effective records management
system. The Local Government Act (Morthern Ireland) 2014 confers upon the Council the power of
general competence and a duty to continuous performance improvement.

Compliance with the Records Management Policy and Procedure will be augmented by the creation
and maintenance of departmental records management manuals that document departmental
practices around record creation, storage, management and disposal in line with this procedure.

Related NMDDC Policies

MMDDC s Retention & Disposal Schedule

NMDDC's Information Security Policy

NMDDC's Access to Information Policy & Procedure

NMDDC's IT Policies & Procedure

NMDDC's Media-Social Media & Acceptable Use Policy & Procedure
NMDDC's Privacy Motice

NMDDC's Publication Scheme

MMDDC's Customers Services Standard Charter

Racards Managameank Pracedurns Wersion 1.3
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Defining a record 80

A lot of information i generated as part of your day-to-day wark, but most of it would not ba
classified as a record. It will help yvour workload if yvou understand how to recognise the difference
between records and the kind of superfluous material which can be destroved,

The definition of 'document’ and 'record’

In records managemaent it i important to be clear about the difference bebween a documant and a
recard.

A document is any piece of written information in any form, produced or réceived by an organisation
or person, It can include databases, website, email messages, word and excel files, letters, and
memaos. Some of these documents will be ephemeral or of very short-term value and should newver
end up in a records management system (such as invitations to lunch).

Some documents will nead o be kept as evidence of business transactions, routine activities or as a
resuit of legal obligations, such as policy documents. These should be placed into an official filing
system and at this paoint, they become official records. In other words, all records start off as
documents, but not all documents will ultimately become records.

Record means anything in which information 15 recorded, regardless of format, Greéated or recelved,
maintzined and disposed of by any organisation in the transaction of business ar the conduct of
affairs which provide evidence of actions taken and decisions made,

In ather words, records are the final products of vour work, or the information that feeds into those
final products, A record shows what happened or what was intended to happen and tracks decisions
as well as the options that were available to inform those decisions.

Records may exist in contracts, memos, paper files, electranic files, reports, emails, CCTV footage,
I digital media, sodial media posts or business information systems,

How to recognise Council records

There are certain records that are vital ta the running of the Counal. The following list outlines
some of the key types of Coundl records, but there will be others:

« customer records, for example, application forms, certificates, licences, receipts, etc.;

« staff records including contracts and attendance details;

» records relating to the governance of the Councll including Council and Committee agendas,
minutes. In addition, there may be emails or notes concerning the background to meetings
which might also be considered records if they include decisions;

« records which relate to the legal and financial pasition of the Council, including contracts,
financial records, accident reports and property deeds; and

« records which feed into the history of the Councll, induding records about the crigin of the
Council and Its departments, community planning, strategic planning, etc.

Records Managameank Pracedurns Wersion 1.3
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How to recognise superfluous material m

Some information has no significant operational, informational or evidential value and so should be
destroyved as spon as its use has passed.

Under the UK GDPR and DPA, the Council is required to keep personal data only as long as is
necessary. An individual can reguest access to all personal data, induding emails and other
correspondence, by making a subject access request under the DPA. It is advisable to delete or
destroy any personal data once it has become superfluous. You can read more about the legislation
In Council’s Access to Information Policy and Procedure.

Other examples of superfluous material are: meeting requests, natifications of acceptance or
apologies, duplicate documents, marketing materials, forms, manuals, etc.

What should I file?

You should file any document that is important to you in your work for NMDDC, for example:
the final version of a letter, presentation, report, spreadsheat, etc.;

nan-routing emails;

minutes of meetings if you are the secretary; and

documents you need to keep for legal reasons.

You should not file information that is of no continuing value to Coundl’s work, for example:
« working drafts, duplicates, junk mail, newslatters, notices, trade literature;

« personal or local copies of records that are filed elsewhere, e.g. polices, reports; and

« routing emails such as invitations to meetings or acknowledgements.

There will be times when you need to exercise your judgement on whether or not you should file
something. Ask yourself, wowld I or a colleague meed this information in the future in order to
wndarstand properly the work fo i it refates?” IF the answer is “yes" then file it and I it is "no’, or
if you are unsure check with your line manager or the Records Management team.

Classification of records

A Classification Scheme is a system In which your business area decides the naming convention and
organisational principles of your record keeping system.

Classification weork commenced with Council’s updated R&DS categorising records into functions,
activities and transactions and thesa are being further developed into an arganisational dassification
scheme for each department, This is a cooperative effart invahving the Records Management team
and business areas.
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Checklist — What is a record? m

This checkiist has baen Was it made or received in the course of offidal business? YES/ND

designed to help you : . i
dokersln et o Does it document a function of the organisation? YES/ND
not an item should be | pges it document an action taken? YES/ND
treated as a record.
Does it document an action made? YES/ND
Does it document the formulation of a palicy? YES/ND
If the answer to any : -
of the questions is Does it document a decision-making process? YES/ND
"Yes' then the item
is a record and it Does it document a change to organisational policy or YES/NO
should be captured procedure?
and filed in an
official record Does it have financial implications? YES/ND
keeping system.
Does it have legal implications? YES/NO
Is it required for the operation or administration of normal YES/NOD

business processes?

Does it need to be approved by another individual or body? YES/NO

Does it need to be reported to another individual or body? YES/ND

Does it set a precedent? YES/ND
Is it governed by legislation? YES/NO
Does it affect or protect the rights and entitterments of YES/NO
citizens?

« Any officer who creates a recoed IS responsible for ensuring that it is captured In an official
record keeping system.

« Any officer who receives @ record from outside the Council is responsible for ensuring that it is
captured in an official record keeping system.

« [If you receive a record from another officer in the Council, you should not have to file it as it
should already have been captured,

Records Managameank Pracedurns Wersion 1.3
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E-records Management 92

In March 2021, the Strategy, Policy and Resources Committes endorsed prioritising a digital first
approach to Council records' A digital record is defined as electronic information in any form created
or received and maintained by an organisation or person in the transaction of Coundil business or the
conduct of affairs and kept as evidence of such activity.

Electronic records should be arranged consistently and logically so that they can easily be found and
used, They should be structured into folders and sub-folders with the other electronic records,
including emails, that belong with that subject, case or project. The defauit space for storing
electronic records 15 the Q Drve,

Each business area needs a sustainable system for managing electronic informeation and this takes
time, however, when the system Is running effectively it will save time for evervone, It will also
support more effective information management and knowledge sharing, helping you meet your
objectives and work more efficiently. :

Creating and managing folders

A folder is a container within a file system used to store records (and other folders). It is the
principal building block of a filing structure. Ideally, you will be able to identify and manage the
contents of your folders without having to open and review the content of each individual file,
document, or emall. Defining a strong folder and file naming system creates good habits, reduces
the time and effort required to manage your electronic records, and supports business continuity and
compliance for the office.

The best folder structure is the one that mimics the way you work, e.g, if you plan important tasks
quarterly or annually then a new folder for each guarter or year’s work is a good starting point and if
you work on projects then create a new folder for each project buk with the same sub-folders for
each,

Browsing thraugh folders and finding files should be intuitive. If the method of organisation is
tedious, it's going to be hard for the rest of the team to follow. For company projects, pick
something that works well for everyohe in the team, since everyone may not search for a file or
folder in the same way you do. If you want ko maintain yvour folder structure long-term, youll want
o make sure everyone understands (and hopefully likes!) the system,

Folder names should be unigue, shart and meaaningful; this will fadlitate more efficient sharing and
retrieval of information. Folders should be named according to activity or transaction rather than
directorate, department, business area and must NEVER be personal names. They should describe
the work that is being done, not who I5 doing It

New top-level folders on a shared drive should only be created with the agreement of the
Infarmation Asset OwnerfAdministrator. They must have an owner, who will agree the names of
lower-level structures and access rights to all folders in the structure,

Lower-level folders should contain files in all formats (Word, Excel, PowerPoint etc.) You should not

maintain separate folders for different file formats, such as a folder for Word files and anather for
Excel spreadsheets: records should be managed according to function, not format,

L Shrategy, Policy gnd Besource Commithes Minutas 11 March 2021
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If for any reason the contents of the folders need to be protected or secure, a service request m

should be made to the IT HelpDesk via Hombill. You must advise the Records Manager
tha hi T ha n '

Folders should be closed and locked If there has been no activity for 12 months or if the number of
items in the folder exceeds 100, since managing and searching for documents becomes difficult and
Slowy,

Folders that are in continuous use should be closed annually. For example, for agendas, minutes and
background papers for meetings; ‘archives' should be created annually so that efficient information
management and retrieval can be maintained.

A folder should also be closed if the work associated with it has ceased, for example a project is
completed.

The business area must decide on whether it is important to divide folders and sub-folders by date,
client, project, subject matter, usage, etc, to maximise the usability of the folder for retrieval and

disposal,

Folder names should not be repeated in the hierarchy as redundant detail only increases the length
of file names and paths. Instead of:

Q:/Compliance/Operations/ Compliance Team Meetings/Meetings 2023/ May/10.05.2023Minutes.doc
se:

Q:/Compliance/Operations/ Team Meetings/ 2023/ May/ Minutes.doc

A strong folder structure:
» groups together records by function, such as putting all contracts or complaints in one location;

« groups together records by cut-off and retention period for easy deletion at the end of the
deletion period - dont mix vour 1 year and & year records;

« allows for easy identification of individual records without having to open each file to determine
what it contains; and

« s straightforward and guick for everyday use — resist overcomplicating and don't add too many
folders.

Deleting folders

All electronic folders must be managed according to retention schedules, A folder should contain
documents which have the same retention period attached to them in order to facilitate easy
management of the destruction of data at the appropriate ime.

Very few documents should be retained on network drives permanently. Retention schedules provide
rules for the retention and destruction of records. Other saved information should be held for up to &
years after business use has ceased.

A folder should be deleted when:

+ (ts contents have reached their destruction date or have been moved to an alternative archive
folder for retention management. Folders should not be deleted along with their contents
unless a review of use has been carried out;

» it contains duplicate information for individual or team reference and the business use has
expired;

it contains working documents, e.g. report updates (not official drafts) and other information
on which a record has been based, wheare the business use has expired; and
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» the folder contains duplicate infarmation for individual or team reference and the business m
use has expired.

Staff must record all deletion of electronic records in accordance with the Record Disposal
guidance below,

Creating documents

When you create a document, you need to make decisions about its purpese and content so that it
can be effectively managed throughout its fifecycle,

You should use templates to create frequently used types of documents, such as reports, minutes,
press releases and presentations. They pravide a consistent and professional format with appropriate
branding and document properties, and prevent information being overwritten. This is espedally
important for documents which are routinely released to the public.

Templates should be named according to the rules described in this guidance and be available for all
to wse on a shared drive within an appropriately named folder, & template can be identified by the
file extension .dotx for Word documents, .xitx for Excel, or .potx for PowerPoint.

When creating new documents, spreadsheets, presentations, etc on the departmental Q Drive they
must be saved within a relevant folder and not on the same level as folders as this will disrupt the
filing structure. IF it refates to a new project or new calendar year, etc. create a new folder first
before saving the record within Iit.

Saving documents

Cutiook is 8 communication, not document management, system, and should not be used to store
email messages, see Guide to Email Records Management for information on managing your
maiibox,

When a document is ready to be saved, there should be one logical location for it, usually on the
departmental § Drive, You should not keep duplicate records. I required, links to a document can
be stored in other folders for specific circumstances, such as when they provide background to the
work files saved in that folder, To create a shortcut, right click on the document name and

choose Create Shortcut.

Related information is sometimes held in both paper and electronic formats, for example, where a
paper correspondence file contains incoming letters and the responses are held electronically. This is
referred to as a hybrid' file and it must be cross-referenced. The paper folder name and location
should be added to a document called Paper folder properties which should appear at the top of the
electronic folder. The folder titie should also note that it is hybrid. Similardy, the paper file should
contain a reference to the location of the electronic folder,

PDFs
A POF retains its original security features and recipients cannot edit the information unless the
author allows editing, therefore:
+ ‘When sending a final document by email, save and send it as a PDF rather than the native
file.
« ‘When saving a corporate document to the R Drive or Intranet, save it as a PDF rather than a
native file,

Records Managameank Pracedurns Wersion 1.3



Agenda 7.0 / Records Management Procedures V1-3.pdf Back to Agenda

There are three main bypes of electronic records, and each should be treated differantly. E
Documents should be named according to guidance on Naming Convention and Version Control.

Shared documents and records

These are documents and records that are shared among colleagues, and constitute the bulk of the
information most of us use every day. As soon as a document reaches a point where it is to be
shared with or réeviewed by colleagues, it should be stored on a drive accessible to that person or
group. This prevents duplication of documents and reduces network traffic.

Attaching documents to emails means a document is duplicated to every recipient and causes
congestion on the servers. More importantly, it wiill cause uncertainty as to which is the latest or
authoritative version of a document. If are notifyin i ia email that a
document is available on the shared drive, provide a link to that document instead, using
the ‘paint and click’ method, See Guide to Emaill Records Managament on how to create a hyperlink.,

Working documents containing incomplete information, which have not contributed to any final
business decisions, should be deleted as soon as they ara no longer of use, for example when the
final version of the document has been approved.

Storing documents and records on a shared drive offers the following advantages:

» avoids duplication;

» allows for accurate version control; and

» improves access for information retrieval, both for business use and as necessary to respond to
information reguests,

These docurments and records should be stored on a shared drive.

Confidential shared documents and records

Records should be open and accessible unless it can be shown that it is necessary to restrict access
to them, Examples of confidential infarmation include minutes and reports from cdosed sections of
meetings, and documents containing personal information such as employee or customer data.

Accass to fobders can be restricted to particular individuals or groups. You must contact the IT
Helpdesk via Hornbill to set up restricted access to shared folders.

Passwords should be used sparingly and preferably in circumstances where access is limited to one
or a few people. You should also consider the risks involved when staff are away from the office, and
aocess is neaded to password-protected documents, Passwords should be removed when a
document is ready to be shared.

These documents and records should be stored on a shared dnive,

Personal documents

These documents contain information that is personal to its creator and not related to functions and
duties parformed for work but is finked to thelr work, .0, Learning & Development Certificates;
People, Perform Grow forms, etc.

These documents and records should be stored on the personal drive,

Deleting documents and records

Destray electronic documents and records in the same way as physical ones; the content determines
the nature of the file, i.e. document or record; use the R&DS to ensure compliance and complete the

Disposal of Records Form for all Council electronic records.
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E-records Naming Convention 96

Make finding electronic records easier

This document is intended to provide a common =2t of rules to apply to the naming of electronic
records. The conventions are primarily intended for use with Windows based software and
documents such as word-processed documents, spreadsheets, presentations, amails and project
plans. 'File names' are the names that are listad in the file directory and that users give to new files
when they save them for the first time,

The comventions assume that a logical directory structure or filing scheme is in place and that similar
conventions are wsed for naming the levels and folders within the directory structure,

Why use naming conventions?

Naming records consistently, lagicalty and in a predictable way will distinguish similar records from
one another at a glance, and by doing so will fadlitate the storage and retrieval of records, which will
enable usars to browse file names more effectively and efficiently, Naming records according to
agreed conventions should also make file naming easier for colleagues because they will not have to
‘re-think' the process each time.

Muitiple documents stored on shared drives can become unruly quickly. Without a naming
convention it |s difficult for users to determine the versicn status and whether the record has been
acted upon. Al records should be named consistently with a method for naming that is documented,
shared, and agreed upon by the service area.

Naming folders and files

I addition to wsing a strang folder structure, appropriately naming your files and folders i an
advantage 1o managing your records properly.

Metadata is data that describes the context, content and structure of a record and helps users to
easily search for and find a record, Metadata will also allow users to manage a record throughout its
life cycle. By ensuring the title of the record contains information such as the subject, date created,
description, author, etc. users can search across a wide range of data to find both paper and
electronic records efficientdy.

Do:
1. Keep file names shart, meaningful and specific.

2. Use keywords to reflect the purpose of the document and make the name meaningful to others
to allow it to be easily located both now and in the future.

3. Use a structured approach placing emphasis on the strongest element at the front of the tithe
seguence, e.g. a case reference number.

4, For readability, start all names with a capital letter, Start additional words within names with
capital letbers. Capitalize any acronyms in names.

5. Avoid initials, acronyms and abbreviations unless regularly in use, easily recognisable and will
remain understandable during the retention period.

Business areas should create a "Read Me” file that contains a brief glossary of terms for the sake
of future clarity,
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6. Use capital letters to delimit words, not spaces, hyphens or underscores,

7. Keep file names brief — ensure file names do not exceed 50 characters in length (including
spaces and file extension). Note that even if a file name is only 50 characters long, it might
exceed the total recommended character length of the file path because of where it sits in the
filing structure. Microsoft Windows does not support files whose entire file path exceeds 200
characters and the IT Department |s therefore unable to support, back-up, or restore
anyprevide assistance-with-such files or folders.

B. When using a date in the file name always state the date in this format:

YYYY or YYYY-MM or YYYY-MM-DD

Lsing this formal means that the chronological order of the records is maintained when files
names are listed in the file directory which assists with file retrievat.
To ensure that files are sorted in proper chronological order, the maost significant date and time
companents should appear first followed by the feast significant components, If all the other
words in the file name are the same, this convention will allow us to sort by vear, then month,
then date.

9. When using a number in a file always give it two digits, i.e. 01-95.

10. Save digital photographs as *.jpg’ files and must ot exceed 2Mb in size. Exemptions must be
apprioved by the [T Department.,

11. When saving items such as digital photographs and scanned images, change the title from the
system-generated number to something meaningful,

Don't

1. Repeat a name that is included in the folder name and avoid repetition and redundancy.

2. Use staff or team names within the file name as this may prevent others from locating the file,
can be confusing and/or superfluous and may result in a data protection breach;

3. Use terms such as 'my’, "stuff’, ‘general’ or 'miscellanecus’ or generc terms such as ‘Meeting,
'‘Presentation, ‘Latest Version'.

| 4. Use non-alphanumeric characters, such as: 7; :/\ < > * & § £ + = and full-stops/dots.

Hyphens may be used.

5. Use all capital letters in the paming of your decument.

6. Identify electronic file format information, powerpoint presentation, email, excel, etc. as this is
automatically captured in the metadata.

7. Use initials when referring to individuals always use the name in full, e.g. 20230112
MeetingWithJohnSmith and not 2023,0112 MeetingWithls,

B. Use words describing the form or format of a document; words such as "draft’, 'letter’,
'‘mresentation’, ‘spreadsheet’, should not be used at the start of file names.

9. Use names that lead to confusion, .g, "Final, Final Draft’, "Old’ or "Dont Use', If a file is in draft

form, then then version numbering will reflect this, if it is no longer in use, then archive or delete
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Naming Emails and Correspondence

The file names of emails and correspondence should include:

« Che name of the correspondent;

« an indication of the subject;

« the date of the correspondence; and
« whether it is incoming or outgoing.

¥You don't need to indude an indication of the subject, as it’s given in the folder name.

If you are saving an email with attachments use "att’ In the file name along with the number of
attachments contained within it, e.g. ___/Complaints/.../

JSmithS211 20230630att3I.msg (ordered alphanumerically)
First Incoming correspondence of a Stage 2 complaint on 30/06/2023 from J Smith with 3
attachments.

Remove FW' and 'RE" from the titles of emails saved to folders.

To ensura that files are sorted in proper chronological order, the most significant date and time
components should appear first followed by the least significant components. If all the other words in
the file name are the same, this convention will allow us to sort by year, then month, then date.

Remember, MS Office cannot guess what you mean and so you need to be accurate and maintain
that accuracy with all associated files for a particular topic or service.

Naming elements

The name of the document is made up of elements that when brought together will form the
filename. The filename should also zppear in the footer information. Using naming elements is
beneficial because once you become familiar with the agresd upon naming convention s use
efficiently relays a lot of information. Key elements indude:

« ftransaction, project or account number;
» subject or activity (required);

« docurment form;

» date (required if not using Version); and
o version {required If not using date),

Document Form

Uise one of the abbreviations below to identify the document form. If you require a new
abbreviation, please email the Records Management Team and we will add it to the template.
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Table of Abbreviations

ACK Acknowledgement LTR Lesttar

ACT Action Request MEM Mema (internal)

AGD Agenda MIN Minutes

AGR Agreement MNL Manual

ANN Announcement MTG Meeting

APP Appandix M5L Mewslether

ART Article PLN Plan

BIO Biograghy PMT Permit

BRC Brochure POL Policy

BRN Briefing Note PPR Paper

CHT Chart PRC Procedure

CON Contract FRF Profile

COM Customer Complaint PRO Proposal

oV Cover Page | PRS Presantation

DFT Discussion Draft PRL Press Release

DRT Directory RED) Request

DWG Drawing RES Respanss

EXA Example RFT Report

FCT Fact Sheet RVW Review

FRM Form SCH Schedule

GRA Grant SPE Speech

GUI Guidelines SRY Survey

INT Inlerview SUM Summary
INY Invoice Sup Supplement

INX Index TML Timeling

LGL Legal Document TOR Terms of Reference
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Version Control

Version control is the process by which different drafts and versions of a document or record are
managed. It is a tool which tracks a seres of draft documents, culminating in a final version. Itis
important that the system (s applied systematically and consistently, particularly when a document is
updated by different people and at different times. Version control is beneficial for documents such
as policies, procedures or reguiations.

Using a system of version control means that:

» there is an 'audit trail’ of how a document developed during the drafting process;

« vou can be confident that you have the most up to date version of a document;

« you can prove which documents were 'in force’ at a particular date — this might be crucial for
appeals processes, for example; and

« vou can confidently delete draft or redundant versions of documents.

Version control is achieved by adding a number at the end of a file title. Each successive draft of a
document is numbered sequentially from 0-1, 0-2, 0-3... until 3 finalised version is complete, This
would be titked version 1-0.  IF version 1-0 is to ba revisad, drafts would be numberad as 1-1, 1-2,
etc, until version 2-0 is complete.

NOTE: the version number added to the file title must be written with a hyphen ' and nat a full
stopfdot *." in accordance with the guidance set out in Naming folders and files.

Version Details

: Draft Versions
0-1 Initial draft of a new document sent for review
(-2 Second draft sent for review |
3-1 Initial draft of previously approved document, £.9. updating the 3" version of a policy |
_ Final Versions I
1-0 Final version of the first issue of a document |
4-0 Final version of the fourth issue of a document i

In addition to adding the version number to the end of the file title, it should alse be displayed within
the document where it may be written as 1.0, 2.1, etc. The version number should appear on any
document title page and also in the header or footer of each page. To ensure against the accidental
loss of final versions of records, a read-only tag can also be applied. Should any changes to this
document be made, the user will be prompted to save the file with a new title,

Version Control Tables

Some documents will require a version control table, which should be inserted at the beginning or
end of the document. This approach may be necessary for documents where there are legal or
requlatory reasons for having a clear audit trail of changes. It is also good practice for all policy
documents. The version control table (see example below) must be updated each time a change s
made to the document. It details:

«  the new version number;

+ the date of the change;

«  the person making the change; and

» the purpose of the change or the change itself.
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Nersion | Date Changes _Author
0.1 21/03/2018 Initial Draft to Working Group 1 5mith
0.2 02/04/ 2018 Suggested amendments added by track 1 5mith

changes
1.0 D6/06/2018 Final version approved by SMT 1 Smith
1.1 08/09/ 2018 Draft revision of Section 2.3 to clarify E Brown
procedure
2.0 10/09/2018  Revision approved by SMT 1 Smith
3.0 03/05/2019 Update to contact details M White

Keeping Drafts and Final Versions of Documents

Once a document Is finalisad, a decision should be made on whether the drafts should be kept or
whether they can be deleted. In the majority of cases it is possible to delete drafts once the final
version of a document has been agreed, This will reduce confusion caused by the duplication of
documents and means that there is less danger of earlier versions being accidentally made available
or having to be provided under the FOIA. Drafts must be kept if it is necessary to preserve a record
of the process of developing the document. This may be, for example to maintain a record of why
particular changes were made or to help when the document is redeveloped at some future date.

"DRAFT or "FINAL" watermarks must be added to documents, spreadshests and powerpoint

presentations, to make their status clear to all users. Use MS Office Help to advise on adding
watermarks as the steps will vary dependent on the version ofthe product in use ME-ndows,
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The record life cycle describes the different stages records fallow in their lifespan from creation ar
receipt to use and maintenance and finally disposal which is either the destruction or permanent
preservation of the record.

A records management system captures, manages and provides access to records from creation
through to disposal. NMDDC has three types of manual record systems, these are;

Physical paper record systems;

Unstructured electronic record systems, e.g. network drives and electronic mailboxes; and
Structurad electronic record systems, e.g. databases and [T business information systems.

Record Creation

All records should be created In accordance with the Corporate File Plan, Appendix A, which provides
a framework for a consistent approach to classifying records across Council regardless of format or
physical location, or in accordance with the departmental file plan which relates directly to each
department’s core function. The references for departmental files and records originate with the
business information system, e.g. Tascomi; or the funding body of a project, e.q. Interreg V; etc.,
specifically created for or aligned to that department. Thease file plans are used to identify and
retrieve records and practical steps should be taken to ensure that duplicate records are not created.

Al Tiles, electronic and paper, should include the minimum data sel: reference number, file name and
date created.

Officers should always ensure that they do not have more personal data than needed to achieve the
purpose for which the data is being processed.
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If @ new file series is being created in response to a new data processing system, technology,
project, etc., which requires the collection, receipt and processing of personal data and is considerad
“high risk”, an assessment is required to identify if there is a need to endertake a Data Protection
Impact Assessment (DPIA) to minimise the data protection risks created by the processing. The
DPLA will provide information that will allow for secure processing and retention of personal and
sensitive personal data which will guide how the associated records are created and stored. The
DPLA template is saved in R:\Policies and Procedures. Queries can be directad to the Data Protection
Officer.

Mewly created information must be assessed to identify if it falls within the scope of NMDDC's
Publication Scheme and the Records Manager informed of the specific class of information, its
description, relevant publication and availability including any charges if applicabla,

Record Maintenance

Electronic files must be saved and stored in line with this procedure and updating and cleansing
folders must be carrded out routinely, refer to Data Cleanse Guidance for Electronic Files for guidance,
Files must be moved to retention/archive folders at the appropriate time and in accordance with the
R&DS.

Starage accommodation for paper records must be safe from unauthorised access, clean and Lidy,
prevent damage to the records and provide a safe working environment for staff.

All paper files should be kept in good condition. If a file becomes too big then the file should be
split, and new folders created to hold the information, The naw folders should be marked clearly
with the same details and clearly indicating which section it refers to; Part 1, Part 2, etc. Inform
Records Management when new parts have been created so the filing system can be updated to
reflect any changes.

Records containing personal data (whether active or archived, paper or electronic) must be weeded
periodically to reduce the risks of inaccuradies and excessive refention and to ensure compliance with
the UK GDPR Data Minimisation principle;

Records that have been superseded must be updated or replaced within the file structure, the
Publication Scheme and the corporate website,

Record Access

It is important that records are protected from unauthorised access, however they must be stored in

a manner that ensures the efficent delivery of Council services and accurate naming and storing of
files is essential to achieve this.

Individuals have a right to access NMDDC's records under legislation such as the DPA, GDPR, FOIA
and EIR, Effective and compliant records management allows Council to meet these statutory
obligations and the Access to Information Policy and Procedure saved in R:\Polides and Procedures
provides information on managing requests for recorded information held by Council.

Record Disclosure

There are a range of statutory provisions that limit, prohibit or set conditions in respect of the
disclosure of records to third parties, and similarly, a range of provisions that require or permit
disclosure, Refer to Council's Access to Information Policy and Procedure or the Access [0
Information Training Slides for further information on managing the disclosure of Coundil records
and/or contact the Compliance Team.
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Record Security

Information security is "the practice of preventing unauthorised access, use, disclosure, disruption,
modification, inspection, recording or destruction” of sensitive records. NMDDC is committed to
Protaective Marking and Information Handling section provides detailed guidance on Council's
procedures for security.

Line Managers should ensure that before a member of staff leaves, any records held by that

employes which only they can access, e.g. P Drive, Outlook, should be transferred to

team/departmental folders and obsolete information deleted. The IT Leavers Procedure should
Com r m rs and - n

At the paint at which an Elected Member's term of office comes to an end, all information (including
emails) held on Council eguipment will be retained and/for disposed of in accordance with Council's
RE&DS. All Elected Members are responsible for adhering to this policy and procedure. Should any
non-Council information be held on any tem of IT equipment Elected Member's should remove prior
to return, otherwise it will be deleted, The Democratic Services Manager should ensure completion
of this task.

Refer to the [T Procedures for more information on leavers, internet use, ate.

Record Closure

When a record is closed it must be documented and stored to ensure that it remains accessible

throughout its retention perdod anc can be reviewed prior to either destruction or selected for
permanent preservation. When a file is closed no new papers should be added to it.

NMDDC's REDS provides retention timescales to ensure files are not kept longer than necessary,

Electronic media, such as CDs, should not be attached to or stored with paper records to ensure
preservation of these materials. These should be filed separately with the location noted on the
original record and filing system.

Review and sort files before closing them to remove unnecessary material that is not relevant to the
record,

Closing Electronic Records

Electronic folders should be archived if there has been no activity for 12 months in an archive folder
created for this purpose. Sub-folders will hold the retained the data and Line Managers will retain
access to carry out six monthly reviews of the contents and, where applicable, implement the
disposal of relevant records and folders in accordance with Council’s REDS,

Folders that are in continuous use should be closed annually. For example, for agendas, minutes and
hackground papers for meetings, ‘archives’ should be created annually so that efficient information
management and retrieval can be maintained.

Closing Paper Records

Each hard copy file must have a Certificate of File Closure attached to the inside cover of the file. If
a large number of files are being boxed together for archiving, a list of the contents should be
attachad to the top and sides of the box, see Appendix D — Archive Box Label Template.
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Department name;

File reference:

File name;

Date file closead;

Proposed disposal date; and
Box # of & (if applicable)

For further information on closing files and associated forms refer to Council's R&DS.

Record Disposal

It is important that records are not kept for longer than is neadad. A record can only be retained for
longer than the minimum period if it is required for an existing request for information or legal
proceedings.

The length of the retention pericd depends upon the type of record and is based upon the business
needs of NMDDC in addition to the regulatory environment within which the Council operates.

Records must be retainaed, closed and dispossd of in accordance with this procedure, Councils
Retention and Disposal Schedule and any relevant privacy notice,

The retention period is calculated from the point the file is closed and destruction will take place
fallowing a review and authorisation by the Information Asset Owner bythe Head of Sopden
atthorisation-by-the Birecter and in accordance with the Retention and Disposal Schedule.

All final action decisions must be agreed with the Records Manager and the Assistant Director
Corporate Services and recorded on the Disposal of Records Form.

Destruction will be conducted by a confidential waste paper disposal contractor or as the Council
deams appropriate,

Where the action is permanent preservation by Coundil, the records will be referred to PRONI at the
end of the retention period for a decision as to the disposition of the contants,

Where the action is PRONI permanent preservation appropriate arrangements will be put in place to
ensure timely transfer.

Non-records should be disposed of as soon as possible after their primary usefulness has expired.
Unlike Council records, non-records do not require approval prior to their disposal. Non-Records may
stll e valuable to departmental business processes and they may still be expected to be kept locally
within a department for Future business processes. For example, some units may want to have
ready access to reference copies of contracts for use when drafting new contracts for similar goods
and services. For this reason, departments may intentionally retain these copies for specified periods
of time, but they should plan to dispose of the materials as soon as their primary usefulness has
expired,

Vital Records Management

Vital records are essential to NMDDC's core business and must be processed and stored accordingly,
Historical records that are not essential to the operation of Council but are of value are reconded in
the Retention and Disposal Schedule and should be induded in any business continuity plan.

Electronic vital records must be stored on central servers so that they are protected by appropriate
back-up and disaster recaovery, They must not be stored on portable hardware or on a laptop hard
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drive or personal hard drive. A readable format such as POF/PDEA or plain text or rich text format
should be used for vital records that are assigned a lengthy retention period.

Vital Records which are only available in paper format should be duplicated, in the same or ariginal
farmat depending on requirements, and the originals and copies stored in separate locations if
possible. If duplication is impracticable or legally unaccepiable, fire protection safes must be used to
protect the documents.,

Lost / Missing Records

It is important that records can be retrieved at any time whether active, inactive or closed for
administration and/or legal purposes. A lost/missing record is a record either that cannat be found
following a search in the office environment or is unavailable. The loss of records constitutes a

reportable incident and should be reported in accordance with Council’s Breach
Management Plan. Missing/Lost Record Recovery Plan-below:

Shin skt -sere orc e reslim - or- el Hes e ana Jongr s eerisee b Hee Dosinievel i ns o0
Recovery of the recond;

. eyt . - Lt bl ihaid-onlbst

MNofification of the lass-and potontial breack; and

Ewabizalom af CouncHs resmenss,

Council’s Missing /Lost Record Recovery Plan

gata or sensitive personal data, the Council's Data Protection Officer-or Information Assat Owner
L T e R e o ey B B L 18 e ot B e e L e R T R S L H te Ry KT A T
Fasre i O st Be-sereied B sint ey,

A-tiereuttrecarah-ahaa-be-carfeg-aui-mmechately -with-the-progress-ef-the-searehr b acked-ine
recarded to-cnsure no-duplication of effort.

The missing record must be marked as missing in either the electronic or manual tracking system in
use, A temporary file should be created, clearly marked as a temporary file, populated with all
relevant information available for that record and the electronic or manual filing system updated to
nota that a temporary file has been created.

YWhen the record is found record the following:

« the date it was found on the electranic ar manual filing system;

name of the person who found the record;

the location where it was found;

the reason why it was bost and returned, if known; and

document lessons leamed in the process to prevent future misplacement of files.

When a file containing personal data or sensitive personal data has been recovered, notify Council's
Data Protection Officer immediately. Refer to Council’s Access to Information Policy and Procedure
far further information on Coundil's breach management plan,

When a file containing sensitive commercial data has been recovered, notify the Information Asset
Owiner immediately providing details of the recovery.

Review the temporary and original files and merge together and notify the details of the incident an
the electranic filing system and/or on the inside front cover of the hard copy file.
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If, after six months, the record is still missing, inform the Data Protection Officer that the record is
permanently missing. Document the missing record and actions taken to recover it and update the
temporary file accordingly. Implement lessons learnt to prevent future loss of files.

Tracking Records

Recording and knowledge of the whereabouts of all records is essential if the information they
contain is to be located guickly and effidently. One of the main reasons why records get misplaced
or lost is because their next destination s not recorded.

A departmentzl tracking system for all records should be in place to ensure that all information can
be found quickly and easily,

A manual tracking system may consist of an index card or tracking schedule to record movement of
information. An electronic tracking system could be on a spreadshest using an On Loan cofumn or
on a database using the Motes section to record file movements.

To ensure that information is correct and applicable, all departments must ensure that their tracking
sysbem is routinely checked and updated.

Tracking systems should record the following minimum information:

the reference number of the record;

any other applicable identifier i.e. department, building, etc.;
person or department wheo is taking the file out on foan;
person, department and place to where it is being sent; and
date of loan / transfer; and

date of retumn, if system applicable,

See Appendix F — File Tracking Schedule

Transferring Records

When a file is requested by another department and/or location choose one of the following options
far both the delivery and return of the file or folder:

o collected/retumed in person, details and receipt to be confirmed by email; or
« sent securely via Council courier or internal post — request email confirmation of receipt.

Both options require the sender, or borrower if applicable, to complete the File Tracking Schedule,

Files must be named and have a reference number before they can be transferred, this includes
drafts and working documents, codes can be used to protect the contents if they contain OFFICIAL-
SEMSITIVE material. Ensure that files are collected by staff members appropriate to the classification
of the file and that files are protectively marked and securely packaged.

In the event that a colleague collects or returns the file on behalf of the record owner/requester this
muskt be agreed in advance and an email confirmation of receipt sent.

Where possible, requesters should Indicate how long they may reguire the file and return it as soon
a5 possible once the file is no longer required.

File owners should regularly audit their filing system and confirm the status of any files out on loan
to departmentz| colleagues or other departments/locations.
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Should a staff member loan a file to a colleague whilst it is signed out in their name they will remain
responsible for its security and will be held accountable in the event that it is mislaid.

Taking files home is discouraged but, if it is essential for a staff mamber to take a file home, they
have personal responsibility to ensure the information is kept secure and confidential.  This means
that other members of their family and/or their friends/colleagues must not be able to see the
content or have any access to the information. [t is particularly important that official-sensitive
Inforration in any form is not left unattended where possible. Officers and Elected Members should
refer to the Access to Information Policy and Procedure for further security guidance and Council's
Access to Information Training Slides.

It iz the responsibility of the staff member to note on the File Tracker Schedule that the file is being
remaowved from its storage location and ensure that they return it as soon as practicably possible. The
file must not remain out its storage location indefinitely. If the file in question has been borrowed
from a colleague or other department, it is the responsibility of the staff membear to email the file
owner of the date they are removing the file and the date they have retumed it to the office.
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Record Formats

Email and Messaging Channels

Electronic Records which invoke the definition of "document’ and 'record" which includes any Emails

Texts, WhatsApp messages, Photographic Images, Social Medla messages and MS Teams
correspondence must adhere to the guidelines set out within this procedure,

Officers/Elected Members should refer to the Access to Infermation Policy and Procedure for further

————

security guidance and Council's Access to Information Training Slides.

Officers/Elected Members leaving Council or moving to another department must transfer any
business-related emails, texts, WhatsApp messages, social media messages, photographic images
and Teams correspondence to the 1AQ or a designated colleague to ensure the data is retained for
Council use.
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Paper Diaries

NMDDC issues paper diaries for staff use on official Coundl business. These diaries remain the
property of NMDDC at all times as they form a record of Council business activities and staff are
responsible for the safe keeping and secure storage of them,

NMDDC is the owner of all Council information which is recorded and stored in diaries, irrespective of
whether the diary is Council issued or acquired externally but used for Council business.

All Council staff and Elected Members have a personal responsibility for ensuring any personal
icdentifiable data, confidential or sensitive information is held securely and therefore no personal data
is to be held within these paper diaries.

Names and domestic addresses of customers or other activity locations should be recorded but must
not be written together. If a printed record with personal data is required to fadlitate a domestic
site or other visit it must be kept securely and disposed of upon return.

Information noted in paper diaries whilst on site or other visits must be transferred to the
appropriate document, business information system on return to the office. File notes of
conversations that form a record must be filed in accordance with this procedure.
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Staff leaving Coundl must return their paper diary to their line manager and Elected Members to m
Democratic Services. Paper diaries will be held securely in the departmental office for one year
following completion and then transferred to archive storage in accordance with NMDDC's REDS.

In the event of the loss or theft of a paper diary the staff member or Elected Mamber must
immediately notify Coundl’s Data Protection Officer of the incident to minimise the risk of a data
breach,

hugmaqq i mugt b managﬂd if aamrdance wnh #ﬂs pm-:eduare fqr Caunul-tq he mm—plrant with
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MNMBEBC feserves-the right to-carry out an investigation into the circumstances of the {oss of theit of
FETIH Ee:
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Roles and Responsibilities 12

The Council is responsible for adopting this Records Management Paolicy & Procedure, considering
and approving changes to it, and reviewing reports on records management matters.

The Chief Executive Officer and Directors have overall responsibility for ensuring that the
Council complies with the requirements of legislation affecting the management of records
with any supporting codes and regulations.

The Assistant Director Corporate Services’s role is to lead and champion the Council's key
commitments as identified in the Corporate, Commmunity, Directorate and Service Business

F"|-:-1I'IS I::ﬂ.' [.:'rt:"'.l'ldlﬂf.l Ieadr-*rbh- j.’r and fm:ur- mthn Lhe SETVICE, s_gemﬂ-;,allur C-E-ru-:}rale Cl;:lrnjim‘r;:
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The Head of Compliance is responsibie for Information Governance and the management of risk

assaciated with this area. This includes oversesing the creation, manitoring and updating of the
Records Management Strategy, Policies and Procedures and providing strategic advice ancd

auidance as required.,

The Records Manager is responsibie for the effective and appropriate management of Council's
records from their creation, right through to their eventual preservation or disposal to ensure the
Council meets jts statutory obligations in accordance with the melavant legislation and best practice,
Hefshe will assist in the promotion of the strategic and operational importance of Information
Governance and Corporate Records Management to the erganisation and take responsibility Council
wide for working with staff and mangers at all levels of the organisation in order to provide a high

ﬂyE*"L}f_%r_dﬁmEﬂl remr::is management run-:il.mn %Fﬁ*&ﬁﬁ?}ﬁhﬂﬁﬂﬂ%ﬂ—gﬂﬂ%
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The Records Officer supports the Information and Records Management function to iImplement high
standards of records management and maintain effective systems for electronic and paper records
management to ensure the Council meets its statutory oiligations in accordance with relevant
legislation and best practice. Hejshe will champicn a culture of high-guality information
managemen! across Council, acting as a centre of excellence for advice and a hub for departmental
Business Support Managers.

Council’s Information Asset Ownhers are responsible for ensuring that all information and records
management systems within their control comply with the Records Management Policy and
Procedure and to take the necessary remedial action when they do not.

| The IT Departrnent is responsible for -supporting Records Management by providing guidance and
codes of conduct on the use of IT systems. [T is also respansible for the security of data held

| electronically on Coundil supported systems and ensuring that it is backed up in accordance with
Council policy.

Al Council 5taff have records management responsibilities and should be aware of the value of the
records they create, process and maintain and are responsible for.

Individual Electad Members should be aware that records created within the conduct of their role are
the property of Council and therefore must be processed and maintained in accordance with the
Records Management Policy and Guidance and the Retention and Disposal Schedule and associated
legislation.
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Responsibilities of Third Parties

Third Parties, e.q. contractors, consultants, etc., must adhere to this procedure and have their own
administrative practices documentad and assessed in similar ways to Coundl business units as part
of the tendering and contract monitoring processes, To do this, they must allow access by relevant
Council staff to any Council records they create, receive or manage, including any record keeping
systemn within which they are held.

Council Staff, Elected Members and Third Parties must not intentionally delete, destroy or alter
official records. Records are only to be disposed of in accordance with Council's Retention and
Disposal Schedule.

Role of the Information Asset Owner

The Council holds a wealth of information. This information can be in different formats and held in a
variety of locations and systems. It is essential that the Coundl understands the information it holds
50 that if can adequately manage and protact it Article 30 of the LIK GDPR requires organisations 1o
maintain a record of the personal data it processes and Council has extended the use of the
Retention and Disposal Schedule to incorporate these requirements.

An information asset owner (TAQ) is a senior individual wha holds relevant responsibilities in relation
ta a particular business area. Their role s to understand what information their staff hold (physical
and digital records), what is added, what is removed, how information is transferred and who has
access to it and why, As a result they will be able to understand and mitigate risks and pravide
assurance to the Director of Corporate Servicas In relation to the securty and accuracy of thair
information assets.

1AQs should be in position ko have a good knowledge of their asset and how and why it is processed
to give them an understanding of the risks and opportunities associated with it. They also need to be
aware of the consequences and impacts of those rsks materialising.

1a0s must ensure that reqular data quality reviews of records containing personal data are
conducted to make sure they are accurate, adequate and not excessive and ensure lessons learnt
are recorded and acted upon to prevent recurrence.

1A0s manage information risk from a busingss not a technical perspective. It is important to
remember that information management responsibifities extend further than digital data, but also
include building security, personnal (training and development) and paper records too. TAOS ane
empowerad to take some risk decisions within their own portfolio and within their risk tolerance.

The IAQ has five main responsibilities:
« lead and foster a culture that values, protects and uses information correctly;

« provide assurance for the security and use of their asset annually to the Director of Corporate
SErvices;

» be responsible for appraving, monitoring and minimising data transfers or sharing;

»  ensure the asset is fully used for its intended purpose or for the individual it relates to, including
responding to access requests; and

+« approve data protection impact assessments (DPIA) for any new systems or projects that involve
the processing of their information asset.
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Information risks to manage m
140s are responsible for managing risk assodated with information assets; information assets face
the following serious risks:

» [napproprate access to, or disclosure of, protectively marked or personal data by staff,
contractors, volunteers and the public, whether accidental or deliberate;

» [nappropriate data sharing = too much or irelevant data is shared internally, i.e, a full list with
all personal data Is provided where only numbers of a specific category have been reguested;

« [Internal threat - staff, acting in error or deliberately, or external parties accessing your
information illegally and exposing it/acting maliciously to defraud you or your customers;

« Information loss - particularly during transfer or movement of information, ar as a result of
business change, e.g. local government or internal restructure;

» Loss of access to information;

» Records management - that information assets are not retained for longer than required. They
should only be retained for long periods either by law ar for business need, as outlined in the
corporate REDS:

«  Business continuity/disaster recovery — that the relevant personnel are aware of the agreed
continuity and recovery for their services;

« Loss of digital continuity - i.e. losing the ability to use your information in the way required when
needed. By use we mean being able to find, open, worik with, understand and trust your
information. The lifecycle of a piece of information = how long you need to use and keep it - is
often different to the lifecycle of the IT system used to access and support it;

« Poor quality of information and poor quality assurance, for example, of data sets;

« Poor change management - business needs change, systems change, your Information risk
appetite may change, so you need to keep your policies and processes In step accordingly; and

« Mot maximising the public benefit from information, leading to a waste of public money and poor
service delivery.

1a0s and Information Leads should contact the Data Protection Officer for guidance on identifying
and managing information risk.
Training

Al staff and Elected Members will be provided with mandatory Records Management training which
will be required to be undertaken every three yvears, subject to legislative amendments. Refresher
guidance will be provided annually.

Records Management training will form part of the Council’s induction for new employvees, A copy of
this policy and procedure will be provided to all employees and Elected Members.

Monitoring and Review

To ensure this Procedure complies with the regulatory and statutory legislation and meels the needs
of Council it will be reviewed every four years. If there is a change in legislation and/or intemal
processes review may complate soonear.

The Records Manager, in conjunction with the Assistant Director Corporate Services, is
responsibile for the monitaring, revision and updating of this document.
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Data Classification, Protective Marking and
Information Handling

Introduction

The effective security of all information NMDDC creates, collects, processes, stores and shares to
conduct business and deliver services is a key priority for Coundil. Tt is wvital for public confidence and
the efficient, effective and safe conduct of NMDDC's business. In the normal course of carrying out
its duties, Council processes, manages and shares a broad range of information from, but not limited
to, the public, businesses and local and central government departments.

some of NMDDC's services directly involve the creation, collection, management and handling of
personal data, sensitive personal data and sensitive commercial data and this information must be
managed appropriately and securaly.

Data Classifications indicate the sensitivity of data (digital and paper), in terms of the likely impact
resuiting from compromise, misuse or loss. This scheme sets out the protocol for the appropriate
handling of information in accordance with the intrinsic needs and values of Coundcil and relevant

compliance requirements,

It is the responsibility of all Council, Elected Members and third parties to safeguard any information
or data that they access, irrespective of whether it is protectively marked or not.

This scheme applies to all information assets created or held by Council in whatever format and
however it is staorad.

Inappropriate disclosure of OFFICIAL and OFFICIAL-SENSITIVE information, its accidental loss or
deliberate theft could lead to the Council being levied with a fine in accordance with the terms of the
GOPR, as well as experiencing a loss of reputation.

Data Classification

Government Security Classifications introduced in 2014 provide for & baseline set of controls that
offer an appropriate level of protection to the data held, Offical, Secret and Top Secret.

OFFICIAL is the relevant data classification for ALL routine public sector business, operations and
services. NMDDC will operate exclusively at this level including the subset categories of OFFICIAL-
SENSITIVE, OFFICIAL-SENSITIVE: PERSONAL and OFFICIAL-SENSITIVE: COMMERCIAL.

It is unlikehy that NMDDC will work with Secret or Top-Secret information, however in the event that
the Secret classification is required this will reflect that the information requires protection in
proportion to the classification.

OFFICIAL-SENSITIVE and its PERSOMAL and COMMERCIAL descriptors are not separate
classifications but rather identify OFFICIAL information that could have damaging conseqguences to a
third party or the Council, If lost or disclosed without consent and needs to be treated with particular
care,

These classifications place greater emphasis on individuals taking personal responsibility for data
they create and hold.
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Protective Marking

Protective marking indicates ta others the data classification category and level of protection needed
in handling, transferring / sharing and storing information.

Onee the data classification has been determined, this is communicated Lo others by displaying the
classification category thus protectively marking the document or file.

There is no requirement to explicitly mark routine information as all unmarked documents will be
assumed to be OFFICIAL. All documents created, processed and shared by NMDODC are & Coundil
asset and have value and must be handled in acocordance with Coundil’s policies and procedures.

A limited subset of OFFICIAL information could have more damaging conseguences if it were
accessad by individuals by accident ar on purposea, lost, stolen or published in the media. This subset
of information should still be managed within the OFFICIAL classification tier but should have
additional measures applied in the form of OFFICTIAL-SENSITIVE.

This marking is necessary for person-identifiable information and commerdially sensitive information
and is applicable to paper and electronic documents/records.

In addition to the marking of OFFICIAL-SENSITIVE, further detail is required regarding the content of
the document or record as follows:

OFFICIAL-SENSITIVE: COMMERCIAL
Commercial information, including that subvect to statutory or regulatory abligations, which may be
harmful to NMDDC or a commercial partner if improperly accessed.

OFFICIAL-SENSITIVE: PERSOMAL
Personal information relating to an identifiable individual where inappropriate access could have
damaging CoNSeqUences.

In certain circumstances OFFICIAL-SENSITIVE information may contain both Personal and
Commercial data, in such cases use of OFFICIAL-SENSITIVE will suffice.

Documents/records should be marked OFFICIAL, OFFICIAL-SENSITIVE, OFFICIAL- SENSITIVE:
COMMERICAL or OFFICIAL-SENSITIVE: PERSONAL and should be marked in uppercase as follows:

M5 Office the heading of each page

Hard Copy Files and Folders on the spine or front cover of the folder

Emalls in the subject heading

Databases where possible, protectively mark information produced or

created from bespoke and in-house databases

All Council staff, Elected Members and third parties have a respansibility for protectively marking
documents and files to ensure the safeguarding of information assets owned by Council.
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Classification Impact if the information is lost or | Examples to consider:
Category disclosed to unauthorised people:
OFFICIAL &imeost all the routine information routing reports,;
processed an a daily basis related to - .
Council business will be OFFICIAL PUBRShER RO reparts;
information. aut-turn data far key parformance
OFFICIAL information includes: f“”’mm? _ |
« personal data that is already in the ;nfnrmt:rt:rl::_n th:;és_:arﬁlgsa;?llable,
public domain which, if disclosed | =2 P 813 SPPACEINE 9
i
without ct_.ns::rm wauld nnt ol commercial/ contractual informaticn
harm or distress to any individual already in the public domain:
and staff's personal data refating to | : eihi it S
their role in Coundil, e.g. name and E?ﬁf@?ﬂﬁgﬁ”ﬁliéﬁgﬁwm
Tob e, names and jab titles of Heads :::-f
« commercial, contractual information | Service and above; and
S W HechuRl pNGnety. and information that is naither
¢ public safety, criminal justice and commercially ner persanally
law enforcement, sEnsitive.
OFFICIAL- This is information that eould have customer or stalf infarmation for
SENSITIVE damaging conseguences if lost or which we have a duty of carg, e.g.

disclosed and needs to be treated with
particular care.

OFFICIAL-SENSITIVE data can:

cause harm ot distress to
individuals;

cause financial loss or loss of
earning potential, or facilitate
improper gaing;

lead to unfair advantage for
individuals or companies;

breach statutory restrictions on the
disclosure of information;

would lead to a breach of
confidence ta third parties [where
information is not in the public
domain;

disadvantage the Coundl in
commercial or policy negatiations
with others;

cause substantial harm or distress
to individuals or groups;
prejudice the investigation, or
facilitate the commission, of crime;
and

impede the effective development
or operation of Council policies or
SEMICES.

names, addresses, bank account or
credit card details, salary amd
medical records;

combinations of data, some or all of
which may be in the public domain,
but when put together could cause
harm or embarrassment to the staff,
customers or business partners
concertied;

IT authentication details;

financial or contractual mformation
relating to procurement [ tender
Process;

the information is (or may become)
the subject of, or concerned in, a
legal action or investigation;

exempi commities papers 2.g. "'in
closed session™;

Information relating to internal or
criminal
investigations/complaints/appeals;
supplier information provided in
confidence; and

commerclal [/ sensitive information
due, but nok vet finalised 2.9.
“draft", for publication.
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Information Handling

Everyone has a responsibility to handle OFFICIAL information with care by:
applying a clear desk policy,

information sharing with the right people both internally and externally;
locking PC screens when not in usa;

taking extra care when sharing information with external partners;

anfy print where absolutely necessary;

onky use recognised couriers if sending hard copy and tamper proof envelopas;
ensuring the security of files when transferring bebwesn sites; and

using discretion when discussing information both in and out of the affice.

All OFFICIAL-SENSITIVE material including documents, media and other material should be
physically secured to prevent unauthorised access. As a minimum, when not in use, OFFICIAL-
SENSITIVE: COMMERCIAL and OFFICIAL-SENSITIVE: PERSONAL material should be stored sacuraly
in & secure encrypted device such as a secure departmental drive; encrypted pen drive or USB stick;
password prokected disk; lockable filing unit; drawer or room.

OFFICIAL-SEMSITIVE data must be managed as follows:

« it should only be shared with thase who have a legitimate need to access it;

it should be locked away in a lockable cabinet, drawer or room when not in use;

it should be saved securely in the correct drive;

it should not be saved in a personal drive; and

if lost or stolen it must be reported to the Head of Service and Compliance department
immediately,

Information Handling Procedures

Type of OFFICIAL OFFICIAL-SENSITIVE
Information
Paper Secured in lockable cabinets, Secured in lockable cabinets, drawers,
Records drawers, rooms when office s rooms when not in use.

unattendead,

Follow guidelines re clear desk above

If off-site working, files, diaries, etc, | 3nd Ot ko be left out when away
are not to be left unattended or in a | [OM desk,

b Use tracked mail anly when posting,
) M.B. recorded email is not tracked
:meéim'ﬁﬁemml until the Infarmation has beean
! ¥ recaived by the recipient.
addressed and mark Private & ¥ P
Confidential. It is recommended to ‘double

envelope’. Create a label advising:
Apply a dear desk policy and follow "Iiis latter is infonded for [insert dats
the guidelines abowve, subrects name), I you have recaived
this fefter in error, please do not open
and refurn fo the Data Protection
Oficey in NMODCT Place the Officlal-
Sensitive conbents into the envelope
and saal with the label. Place all into a
second sealed and properly addressed
envelope.
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OFFICIAL-SENSITIVE
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Type of

Information

Q Drive It is a requirement to use the shared departmental Q Drive for Coundil
business.

Mon-Council work is not to be saved on the Q Drive,

If required, request a restricked folder for the shared drive from the IT Service
Desk to store sensitive documents or password protect documents as
appropriate.

P Drive The P Drlve ks for personal work-related files only. See guidance below.
Personal media is MOT to be stored on the P Drive,

R Drive The R Drive is a repository for Secure falders for sharing sensitive
information accessible to all Council informaticn bebween departments can
stalf, e.q. policies and proceduras, be set up on the R Drive. This must
forms, etc. be approved by the relevant T1AD and

time limited. Contact the IT Service
. Drask bo set up a secure folder if
The R Drive can also be used to share
essential information between Lﬁgf"' it s . O VGl cannce
departments, This must be approved ;
by the T1AD and time limited to ensure
good records management,  Contact
the IT Helpdesk to set up a falder if
required.

LDnveand 5 Respectively, Libraries and Projects, these Drives are repositories for

Drive specific folders created with authorisation by Heads of Service and [T and
are not for general use.

Authorised users must adhere ta the guidelines set out within this
procedure,

W Driveand  The W and 7 Drives are not to ba used for creating or storing new documents

Z Drive of ANY nature.

The information contained within these drives is for reference only and
cesential information should be transferred o the O Drive cnly after prior
notificaticn o the IT Department. The remainder should be dispesed of in
accordance with Council's R&DS,

OFFICE Data may be stored on SeebebeOffice 365, however all staff and Elected

d650nebrve  Members using OneDrive Office 365 have a responsibility to ensure the
inforrmation storad is secure and to take extra care when sharing data
internally and esxtarnally.

Oifice 365 comprises numerous ools including CneDrive, M5 Teams,
SharEnning,

Email — Chedk email trail to ensure your Use the Outlook Permission Settings

bebween recipient is authorised to accass the (see below) and mark OFFICIAL-

mnmandd.org  Infarmation. SEMSITIVE: COMMERCIAL ar
accounts OFFICIAL-SENSITIVE: PERSONAL in
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Type of
Information

OFFICIAL

Verify recipient’s address before you
click send,

Avold putting a data subject’s name
in the Subject field where possible,

Auto-forwarding ta persanal emall
aocounts is not permitted.

OFFICIAL-SENSITIVE

the Subiject field.

Check email trail to ensure your
recipient is authorised to access the
informatian.

Verify redipient’s address before you
click send.

Password protect email attachments,

Ayvoid putting a data subjects name in
the Subject field where possible,

Auto-forwarding to personzl email
accounts is not permitted,

Back to Agenda

Email — From As above and: Az above and:

inmandd.org

to extarnal Redact Infarmation from emaill Check with the Data Protection Officer

accounts messages and attachments it not whether there is a data sharing

refevant to all recipients. agregment in place to understand any

security controls for sharing personal
data,
Redact information from email
messages and attachments if not
relevant to all recipients,

Email = Mot permitted.

between two

extemal email

acoounts for

wark purposes

Council Infarmation must be password protected,

Mobile

Devices —e.g.  Where access to the shared drive is not possible save temporarily to the

laptops, desktop and transfer immediately to the shared drive when access becomes

tablets, available. The deskbop copy must be deleted immediately.

smartphones,

LUSE, CDs, Councll devices are for work wse anly.
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Information Rights Management for Email

Information Rights Management (IRM) allows users to specify access parmissions to email messages
which helps prevent official sensitive information from being read, printed, forwarded or copied by
unauthorised people. Once permission for a message is restricted using IRM, the access and usage
restrictions ae enforced regardless of where the message goes.

Council's default setting for email messages is Unrestricted Access. To set permissions to restrict
access go to New Email and dick Options. On the Options toolbar click Permission and choose the
option relevant to the content and nature of your email. The recipient will see a no-entry sign and
the restriction status in the information bar of their inbox and the message will read as follows:

4 Do Not Forward — Recipients can read this message, but cannot forward, print or copy
content. The conversation owner has full permission to their message and all replies.

@ Confidential | All employees — Confidential data that requires protection, which allows all
employees full permissions. Data owners can track and revoke content.

@ Highly Confidential \ All employess — Highly confidential data that allows all emplovess view,
edit and reply permissions to this content, Data owners can track and revoke content.

The majority of MS Word, Excel and PowerPoint documents that are attached to a rights-managed
message will be automatically restricted also. Mote that PDF attachments are not automatically

restricted.

In addition, users can add delivery and expiry dates to a message to prevent the content being
deliverad before a certain date/time and also from being seen after a period of time. To set delivary
and expiry dates go to New Email and click Options. On the Options toolbar go to Delivery Options
and click More Options then tick 'Do not deliver before’ and/or 'Expires after’ and sat the appropriate
date and time.

To ensure that all OFFICIAL-SENSITIVE data is secure when emailed, all Council staff and Elected
Members must follow the above instructions to apply the appropriate access.
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Appendices
Appendix A — Corporate File Plan

A file plan provides a framework for a consistant approach to classifying records across an
organisation regardless of farmat or physical location. \Well-structurad corporate and departmental
file plans allow for efficient retention and disposal of records.

NMDDC uses a number of differently named network drives [o allow staff to fulfil their dutles. Not all
drives are accessible to all staff and the main drives in use are outlined below.

Q Drive

NMDDC currently uses a shared drive system for creating and storing electronic documents and
records.  Most business areas have a folder on the departmental Q Drive which is acoessible to all
members of the team. ALL departmental work MUST be created and stored on the Q Drive. Itis
not permitted to create new folders in any other network drive with the exception of the R Drive
where it is permitted for specfic time-limited reasons and in accordance with the process set out
below,

guidance.

In addition, third party business information systems create references for certain departmental
records, e.g. within Building Control, the Te-Build database automatically creates a reference for
each new application submitted to Council regardless of location and the same reference is used for
both database and paper files. Should there be a requirement to open a sub-folder on the Q Drive
relating to this file the same referance is used for efficiency and to facilitate compliance with the
GDPR, DPA, EIR and FOIA.

R Drive

The R Drive has two purpases, it Is used primarily for Council business related information that is
relevant to all staff, e.g. Policies and Procedures and secondly to allow designated staff across
different departments to securely accest 2 folder with information that is required by both teams,
e.g. an ERT Officer providing data in response to a Freedom of Information reguest from the
Compliance team.

When adding a new/revised policy, procedure or form you must save it as a PDF so it cannot be
amended and, If you are sharing a template to the R Drive it must be saved as a POF or Word
Template to prevent users inadvertently saving their own information to the R Drive,

In order to create a secure folder on the R Drive, a Line Manager or Head of Service must send a
service request via Hornbill to the IT Department, identifying the need for a folder, the folder name,
who is to have access and whal gocess s required ko that folder, Once the shared and time-limited
project or piece of work has been completed then the data must be transferred to the correct
departmental folder and maintained in accordance with Council's R&DS,

Sharing a folder securely in this manner minimises the risk of data being accessed acddentally or
deliberately by unauthorised users and also ensures that all involved are working an the correct
version of a document.

The R Drive is NOT a repasitory for documents and folders that do not fit in with the existing
departmental file plan or for sharing with other staff, All staff are not authorised to access/read R
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Drive folder content unless they are provided authorisation by the IAD of said content, as desaibed
above. Security queries should be directed to Councils Data Protection Officer.

The Records Manager will conduct quarterly screening checks of top-level R Drive folder names
and liaise with LACs on ambiguities with their departmental file plan.

P Drive

The P Drive is for creating and storing work related personal files such as learning and development
application forms, HR and Payroll queries. The P Crive may be used for creating first drafts of
documents that require desian or layout work before saving in the departmental Q Drive, No records
may be stored on the P Drive as this prohibits sharing of work and retrieval of records in the event of
a staff members absence.

L & S Drives

Respectively, Libraries and Projects, these Drives are repositories for specific folders created with
authorisation by Heads of Service and IT.

The L Drive holds libraries of documents or images used by Council departments and have restricted
access for designated users only.

The 5 Drive is for major Council projects that reguire input from a number of departments and allows
designated staff to share information and manage version control. A Head of Service must submit a
Hornbill request to the IT Department advising the nature and size of the project and providing the
name of the lead folder.

W & F Drives

The W & £ Drives are the legacy Down District Council and Newry and Mourne District Council Drives
and must NOT be used to create, update or store files, These Drives will be phased out in
accordance with the IT transformation strategy.

Refer to Data Oeanse Guidance fgr Electronig Files for information on managing data in legacy drives,

Elected Members use Office 365 Brebsve for all Councll related business and have no access to any
other Network Drives, Office 3655+ is used to create and store records and may also be used
for sharing documents with agreed and approved internal third parties only.

Cifice 365 comprises numenous tools including Onelrve, MS Teams, Sharepoint.

Paper Files

Corporate file references have been created to manage paper records and these must be usad when
creating new files. The root of the reference may not be amended but is added to in order to
identify the specific work area. The date of creation is essential to ensure compliance with the
RE&EDS. As with automated departmental file references being replicated across all formats, these
corporate file references must be replicated on the departmental Q Drive when creating electronic
folders to store records relating to that specific work area.

The main purpose of the file plan for both electronic and paper files is to ensure that records are
created and stored in the same way across Council, the subject is easily recognised and understood,
they are accessible to the appropriate staff and can be easily retrieved for both use and disposal.
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Where possible and practicable, creating and maintaining electronic rather than paper files in
accordance with this procedure, will be more efficient and effective in managing Council business.

Information Audit

A Council wide information audit is ongoing to review compliance with the UK GDPR and to record
processing activities across all departments. The audit results will inform change and provide the
basis for implementation of new records management and filing systems plans and procedures.

Reqular departmental information audits will be carried out to ensure Council maintains a robust
records management system.

[A0s must advise the Records Management Team of any rew/updated information assets added to
their file plan and ensure that the asset information hald is accurate, up to date and noted for future
REDS preparation.

Functional Business Classification Scheme

MMODC has commenced waork on a8 functional business classification scheme { FBCS) with the revised
RE&DS currently awaiting approval by the Minister for Department for Commaunities and the NI
Assembly, The FBCS will be an integral feature of any future Council corporate file plan. The
existing bespoke business information systems, paper records and shared drives have no single
unified system as the basis for classifying, storing, accessing, and disposing of information. The
introduction of a classification scheme and file plan that will be used across all departmeants will
provide a common and consistent framework for handling information.  The FBCS will support all
areas of Council’s business, including programme and project-based working and the effective
retention and disposal of Council records. The information audit will provide a functional analysis of
Council on which to base the framework with the following purpose and benefits:

« tocreate a dear classification that reprasents the business purpose and functions of the

organisation;
« To provide clear links between records that are generated from the same functions and
activities;

« 1o deliver systematic and economical storage of records determining where records should be
placed and creating order and unity across Council;
to prevent needless duplication of records and Information;
to assist users in readily finding records and information;
to ensure compliance with the R&DS; and
to ensure access rights are clear and information security maintained.

A FBCS is be organised into a three-level classification as follows:

« Function - used as a top-level term to represent the major responsibilities that are managed
by Council to fulfil its goals.

» Activity - used to describe the major tasks performed by Council to accomplish each of its
functions. Several activiies may be associated with each function.

» Process/Transaction - used to describe the Lasks, which take place on a regular basis to
perform each activity.

Twi further levels will hold specific transactional folders and fles/records respectively,

Defining the FBCS and corporate file plan is an ongoing part of the Electronic Data Records
Management System work. It will enhance NMDDC's capacity to share, communicate and use
information more effectively and efficiently. Adherence to the records management procedures
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presented above will ensure that all staff, Elected Members and relevant third parties are prepared
for change.

NMDDC is currently restrecturing and so the corporate file plan shown below reflects the main
business activities only as, whilst there are changes to directorate names and reporting lines, the
delivery of Council services remains as do the basic activities and transactions that are used to
administer these.

This file plan was created for use in conjunction with the electronic shared drive filing system and
paper filing. As discussed above, the references provided are predominantly for use in paper filing
but also form the basis of any linked electronic files.

Active paper files, both legacy and newly created, are stored in the central filing and departmental
filing rooms. Please note that it is essential to close paper files in accordance with the procedure
above and ensure that they are not hald beyond the retention date,

Business Activity | File Plan Reference
Chief Executive’s Office | CED
Administration | CEOfAD
Senior Management Team | CEQYSMT
Local Government Chief Executive’s Group CEC/LGCEG
Elected Members Support | DS/MS
Elections | DS/EL
Council Constitution | D5/CC
Performance | CPL
Community Planning | CPLfCP
Local Development Programme | CPL/LDF
Strategic Programmes A | CPL/SP
Transformation, Innovation & Performance TIRP/TIP
Enterprise, Employment & Regem;ratinn | EER/
Regeneration & Business Development EER/RBD
| Prﬁ;;rammas - | ‘.EEFE,.r
Tourism Praduct Development | TCE/PD
Culture, Arts & Heritage | TCE/CA
Events | reEmr
Museums | TCEfMU
Development Management PL/DM
Flanning Enforcement PL/ENF
Local Development Plan | PL/DP
Building Regulations | BCR/BR
Licensing BCR/LIC
Postal Numbering | BCR/PN
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Business Activity | File Plan Reference
Enforcement BCR/ENF
Health & Wellbeing | HWY
Ervironmental Health | HW/EH
Sustainability | HW/sUS
Indoor i_EiEIJ-['E 1 LSILR
Parks & Open Spaces | LS/POS
Sports Development | L5/50
Engagement l CEM/CE
Community Services, Facilities & Events , CEM/CS
Waste Processing & Enforcement WM
Refuse & Cleansing E WMWD
Fleet Management | WM{FM
Facilities Management | FMM/FAC
Cemeteries | FMM/CEM
Council Markets | FMM/MKT
Grounds Maintenance | FMM/GM
Buildings Maintenance !- FMH/BM
General Administration = ADYGA
Compliance ! AD/FOL/EIR/SAR
Legal Administration | AD/LEG
Customer Services | ADJCS
General HR | HR/GEN
Recruitment & Selection | HR/SA
Learning & Development | HR/TR
Safeguarding | HR/SF
Finance | FIN/
Financial Management | FIN/FMA
Audit & Risk Governance | FIN/ARG
Pay & Pensions | EINJSA
Procurement FIM/PPS
Information Technology ITf
Systems & Infrastructure IT/
ICT Support IT/
Security | Iy
Corparate Policy | CPP/PO
' Corporate Plan T epricrL
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Business Activity File Plan Reference

Equality, Disability & Irish Language CPP/EDIL

Projects CPR/PROI

Marketing CPR/ME,

Internal Communications CPR/IC

PR & Media CPP/PREM

Capital Projects EPM/CPP

Property Asset Management EPM/PM

Corporate Health & Safety & Emergency Planning EPM/CHS

Records Managameank Pracedurns
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Appendix B — Glossary of Terms
Active Record

Active records are those records which are frequently used for current business and therefore should be
maintained in their place of origin.

Archived Records

Archived records are records which have been created or recelved by NMDDC in the course of its activities
and functions and selected for permanent preservation for their historical or evidential value by PRONIL.

In addition, closed electronic records are saved in archive folders until such time as they are reviewed for
gither permanent retention or disposal.

Closed Records

Records are closed when the current business activity has ended. Closure begins the mandatory retention

period for the records.  Retention schedules reguire records to be dosed either:

« at the end of a defined time period (e.g., the end of the fiscal or calendar year), or

+ when a certain event relating to the record has occurred (2.g., the denial of a permit or recaipt of
final payment).

Mo new documents or records may be added to a closed file, but they must be kept accessible for the
duration of its retention period in the event it is required in accordance with Council’s Access to
Information Policy and for formal review prior to destruction or permanent preservation in accordance
with Coundil’s Retention and Disposal Schedule,

Data Protection Impact Assessment (DPIA)

A DPIA Is a process designed to systematically analyse, identify and minimise the data protection risks of a
project or plan. It is a key part of NMDDC's accountability obligations under the GDPR, will help assess
and demonstrate how compliance with all Council's data protection obligations. It is an essential
requirement at the outset of a new project or implementation of a new or revised data processing system
to identify if @ DPIA is required and to set up records management procedures in line with the
requirements defined by the DPIA,

Data Minimisation
Processing of personal data must be adequate, relevant, and limited to what is necessary in relation to the
purposes for which they are processed. Personal data should be processaed only if the purpose of the

processing could not reasonably be fulfilled by other means. This requires, in particular, ensuring that the
pariod for which the personal data are stored is limited to a strict minimum.

Information Asset

An information asset is a body of information, defined and managed as a single unit so it can be
understood, shared, protected and exploited effectively. Information assets have recognisable and
manageable value, risk, content and lifecycles. An example of an information asset is: all the files
associated with a specific project. This might include spreadsheets, documents, images, emails to and
from project staff and any other form of records, All individual items can be gathered together and
treated the same as they have similar definable content, and the same value, business risk and lifecycle.
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Information Asset Owner

Information asset owners ([&0:) are senior staff involved in running the relevant department{s). Their
role is to understand what information is held, what is added and what is removed, how infarmation is
moved, and who has access and why. As a result, they are able to understand and address risks o the
information and ensure that information is fully used within the law for the public good and provide input
on the security and use of their asset,

Inactive Records

Inactive records are related to closed, completed or conduded activities but must be retained for
administrative, historical and/or legal purposes. As inactive records are no longer routinely referenced,
they are generally stored in a sacure filing room or archive storage centre remaining accessible for
purposes of business processing only with restrictions on alteration.

Metadata

Metadata, usually defined as “data about data’, is information that describes characteristics of a document
or record to aid in the identification, discovery, assessment and management of documents and reconds.
Metadata can include a record's date, location, or creator; the device on which a record was created; the
duration of phone calls or web browsing; and much more.

Metacata allows users to manage and work with records and facilitates accessibility, and identifcation of
Es0Urces,

Mon-Records

Any document, device or item, regardiess of physical form or characteristic, created or received, that does
not serve to document NMDDC's functions, policies, decisions, procedures, operations or other activities.

Non-records may include duplicates of official records, reference documents, documents relating to an
individual’s own, personal affairs.

Preservation

Processes and operations used in ensuring the technical and intellectual survival of authentic records over
time.

Privacy Notices

The GDPR requires that data controllers provide certain information to people whose information (personal
data) they hold and usa. A privacy natice is one way of providing this information. A privacy notice should
identify who the data controller is, with contact details for its Data Protection Officer. It should also
explain the purposes for which personal data are collected and used, how the data are used and
disclosed, how long it is kept, and the controller’s legal basis for processing.

NMDDC publishes privacy notices that apply to the collection, sharing and retention of data. Records must
be retzined in accordance with the relevant privacy notice in addition to this procaedure and Council's
Retention and Disposal Schedule. Personal data can only be lawfully utilised by Council for the purposes
sak out to the data subject in the privacy notice.

Publication Scheme

Under the Freedom of Information Act 2000, every public authority must publish and maintain a
publication scheme which sets out the information they routinely make available to the public,
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The schame includes seven broad dasses of information that cover:

who Coundil is and its constitutional and legal governance;
financial information;

strategy and performance information;

decision making;

policies and procedures;

lists and registers; and

the servicas Council affers.

" R R O R W

Coundil staff, Elected Members and third parties must be aware of what is freely available to members of
the public through the publication scheme and advise the Records Manager if information requires
updated, replaced or altered.

Records

Information created, received and maintained as evidence and information by an organisation or person,
in pursuance of legal obligations or in the transaction of business. Records include, but are not limited to,
paper files, emails, CCTV recordings, electronic files, databases and photographs.

Records Management

The efficient and systematic control of the creation, receipt, maintenance, use and disposition of records,
including pracesses for capturing and maintaining evidence of and Information about business activities
and transactions in the form of records.

Records Management Manual

A records management manual is a document that details how records are created, maintained and
disposed of within a department, service area, project or working group.

Retention and Disposal Schedule

The purpose of a Retention and Disposal Schedule is to ensure that records are retained only for as long
as required by statute or for as long as they are needed for business purposes and, when no longer
raquired, disposed of in a documented, timely and appropriate manner,

Vital Records

Vital records are classified as being essential to the continuation of Council business in the event of a
major event, e.g. a disaster. Vital records include those records which are required to recreate Council's
legal and financial status, to preserve its rights, and to ensure that it can continue to fulfil its obligations
to its stakeholders in the event of a disaster. Vital records may be in any format such as paper,
electronic, etc, and examples are records which give evidence of the legal status of NMDDC and its
holdings, minutes and papers of committee meetings particularly where major policy decisions are taken,
current accounts payable and receivable, contingency plans, key staff contact details, staff records, and
next of kin datails, etc,
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Appendix C — Certificate of File Closure
Certificate of File Closure - to be completed by the Information Asset Owner

File Referance:

Title of File:

Department:

Brief Description of
Infarmation held on File |
Records:

Date range of
Infarmation held on File:

Date on which File was
Closed:

Reason for File Closure:

Review/Disposal Date:

Recommendation of
Ratention & Disposal
Schedule in relation to
this Category of Records:

Related Files {including
electronic) and Amy Other
Information:

I confirm that T am the Information Asset Owner responsible for the records described above. Hawving
reviewed the records in guestion 1 am satisfied that the file(s) should now be closed.

I confirm that the recommendations of the Council’s Retention & Disposal Schedule will be adhered to in
respect of the above records,

Print Name: T
D'am: LEL R RN RN LR AR LR L R R LR LR R R LR

This Form, when completed, should be placed on the front of the Fle, a file notefdiary entry added to the
Departmental Records Management folder and a notification sent to the Records Management team.
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Appendix D — Archive Box Label Template

Box # of #
Department Name

Review/Dispose [Insert Date]

Contents

Fila Ref File / Project Name Date closed | Disposal Date

Where possihle, box tegether files with the same raview andfior dispasal date, i pou have a miked box please inchde the dale ranoe at
the top of the cage and against each filke name,
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Appendix E — Disposal of Records Form

NOTE: Records must not be destroyed if any litigation, claim, negotiation, audit, Freedom of Information or
Data Protection request, administrative review, or other action involving the relevant information i initiated
before the expiration of the retention period. They must be retained until completion of the action and the
resolution of all issues that arise from it, or unkil the expiration of the retention period, whichever is later,

Authorisation of this form confirms that all records included are compliant with the above.
Department/Service: Mame: Date:
Role:

File Reference:

Record Title / Description:

Rachid Format. Electranic / Hard Copy / CD / DVD / Other
If Electronic provide file location

Record Dales:

Classification:

RE&DS recommeandation:

Reason for dispasal:

Method of disposal: Destruction PROMI Council Archive

Tick as appropriate

Method of destruction (If | Confidential Digital dedetian Digital deletion from

applicable): Shredding fram Council ather location, e.g.
retwio 4. cloud service, mobil

Tickas appropriate v | oo Bags o B Soul st bt
database, ebe.

The proposed destruction / destruction has been appraved by the Infarmation Asset Owner,

Sign or 85 a riate:
Imformmation Asset Chemer 9 ! PRFapTE

Name: Signature:

Daka; Electronie autharisation via emall: &

NOTE: Form must be sent to recordsmanagement@nmandd.org from IAD mailbox to confirm
electronic authorisation.

Once completed, a copy of this form and authorisation must be retained by the relevant Information Asset
Ownar.

The BM Team will confirm hard copy file destruction by email to be refained with this Disposal form.
For batch disposals, please attach the list of records to this form.
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File Tracking Schedule

Department / Team:

File Reference Number:

File Name (if applicable):

File Location (Office):

Borrower Name Borrower Ext.  Date Out

Date Due Date Returned
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Appendix G — Records Management Guidance and Best Practice m

The Records Management Team have complied the following Schedule, Guidance and Best Practice
documents to help embed Council’s Records Management Policy and Procedure,

Eetention & Disposal Schedule

Guide to Email Records Management

Data Cleanse Guidance for Electronic Files

Etlectranic Files - Data Clesnss Flowchart

Fite Tracking Shieet

Confidential Waste P 0  Briic | Guiid

Archive Box Label Template
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Report to: Strategy, Policy & Resources Committee

Date of Meeting: 17" August 2023

Subject: Council Decision-Making Processes

Reporting Officer Josephine Kelly,

(Including Job Title): Director

Contact Officer Sarah Taggart, Democratic Services Manager (Acting)
(Including Job Title):

Confirm how this Report should be treated by placing an x in either -

| For decision | | For noting only | x|
1.0 | Purpose and Background
1.1 The purpose of this report is to provide for Member consideration, updated process maps

{and accompanying narratives) for the Coundil’s core decision-making processes.

This follows a request from the SPR Committee Mesting held on 151 June 2023 that a
report be brought back on how Motice of Motions should be dealt with at Committess.

2.0 Key Issues
2.1 Process Maps & Marratives

Appendix 1 highlights the decsion-making process for Motices of Motions as they are dealt
with at Council Meetings along with a narrative explaining each of the steps.

The diagram in appendix 2 outlines the decision-making process when Notices of Motion
are referred from Council o Committees along with a narrative explaining each of the

steps taken.
3.0 Recommendations
31 Members note the process maps and narratives for dealing with Notices of Motion at

both Council and Committee Meetings.

4.0 ‘Resource imp_licatiuhs
4.1 /A
5.0 Due regard to equality of opportunity and regard to good relations
{complete the relevant sections)
5.1 General proposal with no clearly defined impact upon, or connection to,

specific equality and good relations oultcomes
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It is not anticipated the proposal will have an adverse impact upon equality
of opportunity or good relations

&

5.2

Proposal relates to the introduction of a strategy, policy initiative or
practice and / or sensitive or contentious decision

Yes 1 No &
If yes, please complete the following:

The policy (strategy, policy Initiative or practice and [ or decision) has been
equality screened

The paolicy (strategy, policy initiative or practice and [ or dedsion) will be
subject to equality screening prior to implementation

5.3

6.0

Proposal initiating consuftation

Consultation will seek the views of those directly affected by the proposal,
address barriers for particular Section 75 equality categories to participate
and allow adequate time for groups to consult amongst themselves

Consultation period will be 12 weeks

Rationala:

Due regard to Rural Neads (please tick all that apply)

O

6.1

Proposal relates to developing, adopting, implementing or revising a policy [
strategy / plan / designing and/or delivering a public service

Yes O MNo E

If yes, please complete the following:

Rural Meeds Impact Assessment completed

7.0

Appendices

i, Notices of Motion: Dealt with at Council (Map and Narrative)
il Motices of Maotion: Dealt with at Committee (Map and Narrative)

8.0

Background Documents

NJA
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" Report to: ' Strategic Policy & Resources Committee
* Date of Meeting: | August 2023
Subject: Business Continuity Policy
Reporting Officer Caolain Boyd — Assistant Director Capital Projects &
(Including Job Title): Procurement
Contact Officer Kelly McNiff — SHEP Manager
(Including Job Title):

Confirm how this Report should be treated by placing an x in either:-

. For decision x | For noting only

1.0 Purpose and Background

1.1 SMT are asked to consider and apprave the attached Business Continuity Policy and take
ownership of their Departmental BCPs.

2.0 Key issues

Background:

Following impacts of COVID and increased threat of cyber incidents, SHEP were asked to
produce a suite of documents for CMT and identified "Key' Heads of Service/ Managers to
ensure suitable business continuity ammangements are in place.

Early=-mid 2022, assistance was provided by our SHEP Student and updates on the status
of departmental plans reported to SMT. It is the responsibility of each department and
relevant director to review the content of their business continuity plans as SHEP are not in
the position to provide feedback in relation to what is reasonablef tolerated in relation to
impacts.,

The attached Business Continuity Policy clearly outlines the roles and responsibilities and
process to be undertaken to assess, review and capture departmental arrangements. The
following documents are availabbe:

&) Business Impact Assessment {BIA)

b)) Maintaining Critical Functions

£} Recovery of Non-critical Functions

d) Critical Contacts Register

This policy & associated documents aim to ensure that all departments identify their key
risks and develop effective backup and recovery strategies to mitigate or avoid the impact
of disruptive events in order to be able to continue to provide their critical functions/
services, whilst responding o recovery.

All Business Continuity Plans are to remain ‘live’ documents and reviewed regularly.

It was agreed previous with SMT that Council wiould not operate a defined list of critical
services functions (in rank order). Recent experiences have highlighted that the
prigrity/critical functions change depending on the nature of the incident/disruption, time
of year, month, day and therefore will be discussed and agreed by SMT and disseminated
a5 required for actioning.




Back to Agenda

3.0 | Recommendations |
a1 SPR Committee are asked to consider and approve the attached Business Continuity Policy, |
4.0 Resource implications
4.1 Refer to complated Departmental Business Continuity Plans.
5.0 Equality and good relations implications

Due regard to equality of opportunity and regard to good relations (complete

the relevant sections)
5.1 General proposal with no clearly defined impact upon, or connection to, specific

equality and good refations outcomes

It is not anticipated the proposal will have an adverse impact upon equality E
of opportunity or good relations

‘52 | Proposal relates to the introduction of a strategy, policy initiative or practice
andg ; or sensitive or contentious decision

ves [ NDE

If yes, please complete the following:

The policy (strategy, palicy initiative or practice and [ or decision) has been D
eguality screened

The policy (strategy, palicy initiative or practice and [ or decision} will be D
subject to equality screening prior to implermentation

5.3 Proposal inftiating consuftation

Consultation will seek the views of those directly affected by the proposal,
address barriers for particular Section 75 equality categaories to participate |:|
and allow adequate time for groups to consult amongst themselves

Consultation period will be 12 weeks

L]

Consultation period will be less than 12 weeks (rationale to be provided)

L]

Rationale:

6.0 Due regard to Rural Needs (please tick all that apply)

6.1 Proposal relates to developing, adopting, implementing or revising a policy f
strategy / plan [ designing and/or delivering a public service

ves L] no B

If yes, please complete the following:

Rural Needs Impact Assessment completed =
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7.0 Appendices m

1 = NMD Business Continuity Policy DRAFT June 2023

¢ - Business Impact Analysis — template example

3 — Departmental Business Continuity Plan — Maintaining Critical Services — template
4 - Departmental Business Plan = Recovery of Non-Critical Services - template

5 = Departmental Critical Contacts Register — word & excel templates

B.O Background Documents

T —

Mone
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Policy title: Business Continuity Policy

Coerphirle Coarvair

@ an Ihir, Mhirn
AFUS 4l DuIn
& Newrty, Mourne

and Down

Cisieet-Souncil

Policy Control
Policy reference: Contact Corponate Policy &
Equality Officer for a policy
reference
Title of Policy: Business Continuity Policy
Version: 1
Directorate / Departmental ownership: Corporate Services/ Safety,
Health and Emergency Planning
Officer responsible: Kelhy McNiff
Date of ratification:
Review date:

Equality _ﬂ:rean'i-n'g and Rural Needs II'I‘IFI-H-d:
Assessment completed by:

Equality screaning and Rural Needs Impact
Assessment date:

Location where document is held and
referenced:

Responsible Department D

Corporate Policy repository ]
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1.  Title of Policy
Business Continuity Policy

2. Statement

Mewry Mourme and Down District Council {(NMD) recognises that it provides services
to the community and woarks in partnership with others in order to deliver the
corporate priorities that we have identified. It is vital that we, as a Council are able
to ensure that our most critical services and functions are maintained and resources
protected to at least a reasonable level during incidents and disruptions, This will
assist the Council in bacoming more resilient and will also help in maintaining our
reputation both to the community we serve and to the many people, visitors and
businesses that are attracted to MMD in order to live, work or wisit,

The policy reguires Directors and Heads of Service to demonstrate that they have
considered the need for a business continuity plan for every service within their
department. Plans must be written, published and tested for all critical services.

3. Aims

Newry Moume and Down District Council's Business Continuity Policy provides a
structure through which:

o Critical services and their supporting activities/resources can be identified,

= Plans will be developed to ensure continuity of critical service delivery
following disruption, which may arise from loss of fadlities, personneal, IT
and/or communications or failure within the supply and suppart chains.

s Activation of business continuity plans throughout the Council can be
managed.

« Plans are subject to continuous review and validation through exercising and
tasting.

4. Objectives
Business continuity plans must, as a minimum address the following:

Staff safety, welfare and intermal communications.

Adharence to contractual and statutory obligations,

Management of risk,

Maintenance of customer and public confidence and the reputation
of the Council,

& The timely resumption of oritical functions.

. & & @

5. Scope

5.1  The Council business continuity plan is based on standards defined by IS0 22301,
the Civil Contingencies Act 2004 and the Businass Continuity Institute, Each Business
Continuity plan will be prepared to meet recognised standards of corporate
qovernance,

pg. 3
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5.3

5.4

5.5

5.6

3.7

6.

iy W il

EMBEDDIMG

Figure 1: Business Continuity Institute Model

All departments within NMD are required to identify critical services and functions.
Business continuity plans will then be developed which will include identifying key
activities/business processes and key staff within each service, as well as the
minimum resourcing and staffing levels required, should there be an interruption in
service.

All officers and those working voluntarily or under contract to the Council must be
aware of, and are required to comply with, all relevant Council policies and
proceduras. '

This policy 2lso applies ta the management of all supply chains especially outsourced
contracts. It requires those responsible for negotiating and managing contracts to
ensure appropriate business continuity conditions are included in contracts, in order
that the service provider is able to deliver acceptable levels of service following a
disruption to the Council or the supplying company.

NMD's corporate business continuity plan and service unit plans will include a clear
procedure for invoking the plan, identifying key personnel and their roles in
conjunction with the Council's Emergency Planning Policy and Procedures.,

Performance monitoring will be co-ordinated by the Safety, Health and Emergency
Planning Secticn and will focus on the following components:
*  Scope = to ensure that all critical functions are kdentified.
« Validation — to verify the plans works and are fit for purposs,
*  Training and exercising — to familiarise key staff with what is expected of
them in a crisis and preparing them for crisis conditions.

Related policies and legislation

NMDDC — Emergency Plan

pa. 4
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7. Department and Officer responsible

Cirectorate / Department Corporate Services/ Safety, Health
and Emergency Planning

Officer(s) responsible for Kelly McNiff

developing the policy

8. Policy approval process

Meeting Date

CMT 06.07.22

SMT 09,08 23
Relevant Committess) e.q. 170823

Strategy, Policy and Resources

ComuThites

Manthly Counal Meating Date of ratincation

g, Review Date

The policy will b2 reviewed in line with the Council’s agreed policy review cycle i.e.
every 4 years (as per Council's Equality Scheme commitment 4.31), or sooner o
ansure it remains reflective of legislative developments and Council structure.

10. Roles & Responsibilitias

10.1  Chief Executive
» Strategic owner of the corporate business continuity planning amrangements.
= Participate in tests and exercises.
s Activate the Business Continuity Plans, as applicable.
s Chair Emergency Management Team (EMT) during an emergency.
» Ligise with appropriate Elected Members.

10.2 Directors
» Ensure a Business Impact Analysis, Business Continuity Plan = Maintaining
Critical Functions and Critical Contacts Register is effectiviely completad by
their departments to address the services delivered by their department.
» Regularly review their Departmentai BCPs to ensure the necessary

contingancy arrangements are appropriately developed to provide back up
to normal service delivary,

» (Chair Emergency Management Team in the absence of the Chief Executive.
» Participate in tests and exercises
» If required, take on the mole of plan owner.

10.3  Assistant Directors & identified "Key' Heads of Service/ Managers

pg. 5
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« Complete a Departmental Business Impact Analysis (BIA) and identify critical
areas within their service unit.

o  Develop necessary contingency strategies and document swithin Cheir
Departmental Business Continuity Plan — Maintaining Critical Functions/
Recovery of Non-Critical Services document, appropriate to their service unit
areas of responsibility.

« Compile related databases of service providers, customers and staff contact
details {Departmental Critical Contacts Register).

Ensure correct out of hours contact numbers are kept for staff,
Consider access arrangements for the above in the event of an emergency
{digital & hard copies) of necessary documentation/ contacts.

»  Regularly review all business continuity documentation on a regular basis
and post incident, as they are 'live’ documents,

* Ensure staff are familiar with the contingency armangements in place relevant
to their area of service delivery.

11.4 Safety Health & Emergency Planning Section

¢ Develop and maintain the MMD Business Continuity Policy and associated
documentation to allow all stakeholders to participate effectively and
appropriately in the response to an emergency; incident.

« Coordinate and facilitate the NMD EPIG and delivery of associated actions,
as applicable.

s Ensure management are aware of the plan.

¢ Provide advice and assisiance on development and testing of plans, as
applicable,

» Asgist the Chief Executive in business continuity activities,

11.5 Emergency Planning Implementation Group (EPIG)

The NMD EPIG comprises of senior managers across all Council Departments and
activatad In the event of an emeargency) incident. This axisting mechanism will be
used to promote and embed Business Continuity Management (BCM) principles with
‘Business Continuity Planning” a standing agenda item.

11.6  All Staff

« Be involved in training and awareness training sessions.
« Ensure they are familiar with the contingency arrangements in place
relevant to their area of service delivery.

12. Business Continuity Plans

There are 14 Departmental Business Continuity Plans (BCPs) withing NMD, which
following the hierarchy of the Council's structure below. Other 'Key' Heads of
Service/ Managers outside of the named directorates must consider and apply same,
as relevant (eq. Democratic Services, Planning & Performance, parsonal assistants).

Departmental BCPs are to include the following documents:

d) Business Impact Assassment {BLA)
b) Maintaining Critical Functions

pg. 6
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c) Recovery of Non-critical Services
d) Critical Contacts Reqister

The Departmental Business Continuity Plans will ensure that all departments identify
their key risks and develop effective backup and recovery strategies to mitigate or
avold the impact of disruptive events in order to be able to continue o provide their
critical functions; services, whilst responding to an emergency.

All Business Continuity Plan‘s will take into consideration risks identified through the
risk management strateqy/ business impact analysis and are to remain ‘live’
documents,

Compliance

The Civil Contingencies Act 2004 introduced a statutory requirement that essential
sarvices o the public be maintained durng disruption, The Local Government
(Northern [reland) Order 2005 Article 29 pravides powers to the Council to prepare
plans for Civil Emergencies.

Procedures and arrangements for monitoring the implementation and
impact of the policy (Monitoring & Review)

Businass continuity management is essential if the Coundl is to meet its obligations
to provide critical functions/services to the public and partner agencies during a
period of disruption.

All Coundl Business Continuity Plan’s will be reviewed in the following circumstances:

o structural, procedural or systems changes within the Council that would
significantly affect the management of a major disruption to critical
functions/’ serviceas,

= external changes that would significantly affect the management of
major disruption to the Council’s identified critical functions/ services;
new regulations/ guidance;
recommended changes following testing! exercises;
recommended changes following a major disruption or activation of
this plan; and

« any other significant factors.

Equality Screening

Al policies must be equality screened prior to implementation, and poficy screening
tempiates, signed off and aoproved by Bhe senior manager responsiile for the policy,
rust be forwarded to the Equality Officer.

This section must adwvise the poficy has been soreened, and refer to ane of the
foffowing outcommes:

1. Wot be subyedt fo an EQIA (with no mitigating measures reguired)

2 ot be sulviect o an EQIA (with mitigating measures Jalfermative poficies)

3. Not be sulfect to an EQIA at this time

4. Be sulyect fo an EQIA

pg. 7



16.

Back to Agenda

Rural Needs Impact Assessment

The Rural Needs Act (Northern freland] 2016 reguines the Council to have due regard
to rural neads when! (a) developing, adopding, implementing or revising policies,
strategies and plans, and (&) designing and defivering public services.

Rural Needs Assessments must be completed and forwarded [o the Head of
Conporafe Policy. A tempiate has been developed fo assist with this process.

This sachion must confirm the policy has been subject fo rwal needs impact
assessment,

pg. 8
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Back to Agenda

Report to: Strateqgy, Policy and Resources Committae
Date of Meeting: 17 August 2023
Subject: Statutory reporting:

1) Section 75 Policy Screening Report — Quarterty Report for period
April = June 2023

2) Newry, Mourne and Down District Council Public Authority
Statutory Equality and Good Relations Duties Annual Progress

Report 2022-2023
Reporting Officer: Colin Moffett, Assistant Director Corporate Planning & Policy (Acting)
Contact Officers: Colin Moffett, Assistant Director Corporate Planning & Policy (Acting)

Suzanne Rice, Corporate Policy and Equality Officer

Confirm how this Report should be treated by placing an x in either:-

| For decision | | For noting only | X |
1.0 Purpose and Background
1.1 In line with Council’s Section 75 statutory duties and commitments within our approved

Equality Scheme; policy screening reports are published quarterly; and Coundcil will prepare
an annual report on the progress made on implementing the arrangements sek out in its
equality scheme to discharge its Section 75 statutory duties.

The Quarterly Report for the period April to June 2023, including screening reports, is
gvailable on Council’s website www.newryvmournedown.orng.

2.0 Key issuas

2.1 As per the Counal’s approved Equality Scheme:

« Al policies Council proposes to adopt must be equality screened, prior to
implementation, to assess the likely impact of the policy on the promaotion of equality
of opportunity and/or good relations.

» Council must publish gquarterly reports on eguality screening which are available on
Council’s website and forwarded to equality scheme consultees.

« The Section 75 annual progress report should be sent to the Equality Commission for
Morthern Ireland by 31 August each year and will follow any guidance on annual
reporting issued by the Equality Commission.

= The [atest Section 75 annual progress report should be available on Councl’s website,

3.0 Recommendations
31 I.  To note the Section 75 Policy Screening Report — Quarterly Report for period April -
June 2023,

II. To note Newry, Mourne and Down District Council’s Public Authority Statutory
Equality and Good Relations Duties Annual Progress Report for the period 2022 -
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2023 for submission to the Equality Commission for Northern Ireland by 31 August

2023,

40 | Resource implications

4.1 Mo financial or resources implications are anticipated.

5.0 Due regard to equality of opportunity and regard to good relations (complete
the relevant sections)

5.1 General proposal with no clearly defined impact upon, or connection to, specific
egquality and good refations outcomes
It is not anticipated the proposal will have an adverse impact upon aquality of 5]
opportunity or good relations

5.2 Proposal relates to the introduction of a strategy, poficy initiative or practice
and / or sensitive or contentious decision

Yes [:' Mo

If yes, pleasa complate the following:
The policy (strategy, policy initiative or practice and [/ or decision) has been equality D
scresnad
The policy (strategy, policy initiative or practice and [/ or dedision) will be subject to D
equality screening prior to implementation

53 Proposal inftiating consuftation
Consultation will seek the views of those directly affected by the proposal, address
barriers for particular Section 75 equality categories to participate and allow
adeqguate time for groups to consult amongst themsahes Ll
Consultation period will be 12 weeks |:|
Consultation period will be less than 12 weeks (rationale to be provided) ]
Ralionale:

6.0 Due regard to Rural Needs (please tick all that apply)

8.1 Proposal relates to developing, adopting, implementing or revising a policy /

strategy / plan [ designing and/or delivering a public service

‘fesEl Nn

| If yes, please complete the following:




Agenda 20.0 / Statutory reporting - Quarterly Policy Screening Report for... Back to Agenda

Rural Needs Impact Assessment completed D
7.0 Appendices

Appendix I Section 75 Policy Screening Report — Quarterly Report for period April = June
2023

Appendix I1: MNewry, Mourne and Down District Council Public Authority Statutory Equality
and Good Relations Duties Annual Progress Repart 2022-2023

B.0 Background Documents

Mewry, Mourne and Daown District Council Equality Scheme.
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Newry, Mourne and Down District Council

HewTy, Mourne
and Down

By Samemcbi

Public Authority Statutory Equality and Good Relations Duties

Annual Progress Report

Contact:
o Section 75 of the NI Act Mame: Suzanne Rice
1998 and Equality Schema Telephone: 0330 137 4887
Email: suzanne. rice @nmandd.org
o Section 498 of the A3 above Iﬁ]l}.!mn.nl:- click to open)
Disability Disc nmmat:mn Name:
Act 1985 and Disability
Action Plan Telephone:
Email:

Documents published relating to our Equality 5cheme can be found at:

WA M TYITHOU TN WL OrE

Signature:

=
o

.-"'{I-':..j..-.-\..-.- r =3

This report has been prepared using a template circulated by the Equality
Commission.

It presents our progress in fulfilling our statutory equality and good relations
duties, and implementing Equality Scheme commitments and Disability Action
Plans.

This report reflects progress made between April 2022 and March 2023
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PART A
PART A - Section 75 of the Northern Ireland Act 1998 and Equality Scheme

Section 1: Equality and good relations outcomes, impacts and good practice

1 In 2022-23, please provide examples of key policy/service delivery developments
made by the public authority in this reporting pericd to better promote equality of
apportunity and good relations; and the outcomes and improvements achieved.

Pieaze relote these to the implementation of vour statutory equality and good relations
duties and Equality Scheme where appropriate.

Mewry, Maourne and Down District Council strives to promote equality of opportunity
and good relations through key policies and delivery of services.

In fulfilling cur Section 75 statutory duties, Council has developed an Equality Scheme
which has been approved by the Equality Commission for Northern Ireland. It
outlines corporate responsibilities, legal commitments, and specific actions.

Below is a snapshot of activities undertaken by Council to better promote equality of
cpportunity and good relations during the 2022-2023 reporting period.

Financial Assistance Programme 2022-2023

Mewry, Mourne and Down District Council operates a number of grants and financial
assistance programmes to contribute to community praojects. Questions related to
how applicants’ praposed initiatives will promate equality of opportunity and good
relations are an element of the assessment and scoring criteria.

o 35 successful Good Relations financial assistance applications funded, £48,850
allocated to the successful applicants.

19 successful Irish language financial assistance applications funded. £52,100
allocated to the successful applicants.

13 successful Minority Communities financial assistance applications funded.
£12,500 allocated to the successful applicants.,

22 successful Queen's Platinum Jubilee applications funded, £40,170 allocated
to the successful applicants.

Q

L&)

Councillors’ Equality and Good Relations Reference Group

Mewry, Mourne and Down District Council's Equality and Good Relations Reference
Group is a facilitated discussion space. It serves as a ‘barometer of opinion’, playing a
role In considering and discussing politically sensitive and contentious lssues, including
thoze relating to avents, centenaries, policy and procedure, single issues raquiring
specific consideration for advice, and guidance an the establishment of wider good
relations fora ete with a view of reaching a commaon understanding, agreement and
actions which will enhance and promote equality of opportunity and good relations.
Five meetings of the reference group took place during the 2022-2023 financial year.
Issues discussed included the following:
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a  Town and village signage
Issues discussed included location of signage and reaching
consensus on the signage design including wording. It was agread that the
Bilingual sign with NMDDC icon was to be the preferred default option for
town and village signage, with the English sign with NMDDC icon being an
alternative option. Each District Electoral &rea [DEA) forum to give
consideration to and provide recommendations regarding the specific location
and signage for the Tiers 1 & 2 settlements within their area.

= NMDDC Annual Fair Employment Monitoring Return
Members were presented with an overview of the report and findings. They
were advised that a further piece of wark would be undertaken “drilling down’
into the data refated to applicants, appointees and our employees to establish
trends and better understand the areas from which Council receives
applications.

o Commonwealth of Nations Flag of Peace
Correspandence received inviting Council to fly a Commonwealth of Mations
Flag of Peace to mark Commonwealth Day on 13 March 2023, Newry, Mourne
and Down has a policy which does not permit flags and emblems on Council
property. Following discussion, it was agreed that Council does not participate
in the event,

2 King Charles lll Coronation Funding
Motice of Motion
"This Council recognises that many residents goross Newry Mourne ard Dawn
will welcome and celebrate the coronation of His Mojesty the King, We note
that the coronation has been announced for Soturday Gth May 2023, To mark
this momentous accasion, we would ask that funding be made avoilable for
communities and orgonisations who wish to join together in Recognition and
celebrotion'.
It was agreed to allocate £40,000 to a King Charles [l Coronation Financial

Assistance call,

= Establishment of an All-lreland Citizens Assembly
Notice of Motion
“This Council notes and welcomes the recent commencement of hwo new
Citizens Assembiies by the Irish Government. Further noes that Citizens”
Azsemblies are powerful democratic exercises that inform citizens, allowing
them to debate specifics, develop positions and inform palicy. They haove
aperated effectively in many jurisdictions ocrass the world, The Council calls on
the lrish Government to estoblish an All-irelond Citizens” Assembly to debate
and discuss our future, The debate on our future is live and growing, we must
plan for constitutional change. This Councll also invites afficials from the
Tooiseach’s Shared isfand Unit to present to Council and provide an update on
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activity and plans for the future. The Councll will communicate this mation ta
the office of the Taolseach”.

After lengthy debate, consensus was not reached and the item was

presented to a meeting of the Council’s 5P&R committee for further discussion,

o Bonfires on council property
This item referred to proposed amendments to Mewry, Mourne and Down
Cistrict Council’s current bonfires on council property policy. Following lengthy
discussion on this item, it was agreed that a report would be tabled at the
appropriate council meeting to discuss this item and make a recommendation
for going forward. Council has subsequently considered and approved the
updated policy,

Ethnic Minority Support Centre

The Centre dealt diractly with 2214 elients from 7 different countries during the 2022-
2023 reporting period. Additionally, approximataly 250 people took part in events
arganised by the Inclusion Officer such as a trip to the MELA festival. 85 people
received Christmas food parcels and around 50 families were referred far financial
help to the Bolster Community and around 100 families were helped within the

"Homeless prevention project” run by the Bolster Community initiative. 70% of clients
were Roma Romanians or Roma Bulgarians. The remaining 30% were either Polish,
Lithuanian, Ukrainian, Slovakian, or Syrian.

During the reparting period the Centre had approximately 5000 phone calls with
inguiries on EU migration status, benefits, employment, and housing rights as well as
requests for help with GP and schoal registrations were received during the 2022-2023
financial year.

Other services that the Ethnic Minority Support Centre assisted included the following:
o Applications within the Ukrainian Extension Scheme,
o EU registration for settled and pre-settled status/ generating share codes for
EU citizens/updates on individual EU profiles/ forwarding EU codes to
appropriate institutions and agencies,
o Passport and licence renewals,
Opening UC accounts/ navigating Universal Credit accounts/ applying for State
Pensions and Pension Credits.

]

The Centre is working in partnership with the Ukrainian &ssistance Centre. Since
March 2022 the centre has operated alongside other agencies in Council’s Newry
Leisure Centre where Ukrainian refugees and their sponsars receive comprehensive
information on employment, housing, welfare, health, education and migration status.
The Centre also delivered a Ukrainian club providing English classes for beginners.
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Asylum Seekers and Refugees Relocation Programme

The Centre has been participating in the Home Office Relocation Programme. The first
stakeholder meetings took place on the 24 January 2023 at the Donard Hotel, in
Mewcastle, where asylum families are hosted. Since that date the meetings have
taken every two waeks. An Asylum Information Session also took place in February
2023, The aim of the event was to:

Gain an understanding of asylum and refugee issues in the UK and NI,

Have an overview of the process of claiming asylum,
o Have an overview of the challenges involved in the transition process foar those
granted leave to remain/refugee status and a better understanding of how
they might be suppeorted,
Have a brief overview of current Refugee Resettlement Schemes in NI,
= Have an insight into the vulnerability of people who come to seek asylum in ML

]

MNewry, Mourne and Down District Coundcil Intercultural Forum

Mewry, Mourne and Down Intercultural Forum was established in 2018 with the aim to
develop a strategic approach to identify the needs of the Black, Asian and Minarity
Ethnic (BAME) groups living in the district. The farum seeks to maximise resources and
apportunities to promote eguality, diversity, and interdependence so that citizens
with a BAME background feel recognised, safe and valued in the community. The
forum organised a number of intercultural events within the local communities during
the reporting period, These include the fallowing:

o Intercultural information day in Downpatrick in June 2022,

o Café Culture in \Warrenpaoint in June 2022,

o "Culture in City™ in Mewry in June 2022,

Resettled Communities Community Engagement Event in May 2022 in Kilkeel,

The aim of the events was to provide opportunities for engagement and sharing of
information.

Good Relations Programme and District Electoral Area Forums

In 2016, Council established a District Electoral Area (DEA) Forum in each of its seven
Electoral areas. The DEA Forums have been developed as a model of engagement and
provide oppartunities for all sections of the community to participate in discussions
and operate as part of the decision-making process, Below is a snapshot of some of
the initiatives undertaken in the reporting period which promoted aquality of
opportunity and good relations.

Crotlieve, Mewry, Mourmmes and Slieve Gullion DEA Forums partnered with the
Education Authority, PCSP and PSNI to deliver a safety engagement event to
young people in May 2022, lssues discussed included anti-social behaviowr and
supporting mental health.

17|
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o Slieve Croob DEA Forum held a Silver Sereaning event far alder members of tha
community. Additional support services were also in attendance and
infarmation available included counselling support, assistance when dealing
with bogus callers, fire safety and funding opportunities.

Downpatrick DEA Forum organised a building resilience/our mental health

programme for primary schaols in Downpatrick.

= Rowallane DEA Forum in partnership with SEHSCT organised a 4-week pottery
course for adult carers in a shared space.

2 A number of the DEA Forums began operating a warm space open house
weekly initiative.

o Mewry DE& Forum in partnership with the Confederation of Community
Groups, Southern Health and Social Care Trust and the PSNI supported the
newly formed Swagat Indian Families Association to celebrate Diwali on the &
Movember 2022,

Q2

Disability

Examples of positive actions by Council to meet our statutory duty in relation to the
Disability Duties include the following:

o Light up of civic buildings. From June 2022 — March 2023 Council civic buildings
were ‘it up’ 39 times to raise awareneass for disability organisations and other
charities. Thesa include International Day for Disabled peaple, World
Parkinson’s Day, Blood Cancer Awareness and Go Red for Dyslexia,

o Council continues to operate the Buddy Card scheme in Council facilities,

o Following the successful collaboration with The Cedar Foundation at which

officers from council and The Cedar Foundation worked in partnership to

deliver a disability awareness elearning programme in 2021-2022, work began
on a second training programme (brain injury awareness) which was delivered
to council in the last quarter of the financial year,

Dedicated Autism Friendly sessions in leisure facilities.

Be Active Programmes have been adapted for people of different abilities. A

dedicated timetable is in place for adapted sessions.,

Halloween leisura programime for young people aged B-12 years old in Mewry

Leisure Centre.

o shap Mobility scheme aperated in Mewcastle Centre and Dalamont Park.

Council offered free Makaton taster sessions in Bessbrook Community Centre

in September 2022,

Council organised Dementia music workshop and sensory development early

vears workshop at part of Mewry Arts Festival.

o Council availed of Accessaloo/Changing places facilities for both 5t Patrick’s day
events in Downpatrick and Newry.

o Two sensory sessions held as part of the Footsteps in the Forest festival.

Q

[

:
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Draft Equality Action Plan & Draft Disability Action Plan 2023-2027

In the last quarter of the 2022-2023 reporting period, preparation began on the new
Equality and Disability Action Plans 2023-2027. Research was undertaken alongside an
audit of Council's current initiatives and programmes in relation to Section 75
requirements. Meetings with Council officials took place at which the current plans
were reviewed, and recommendations put forward for activity to be included in the
new plans, Based on the research undertaken and information gathered, a draft
Equality Action Plan 2023-2027 and a draft Disability Action Plan 2023-2027 were
presented to the December 2022 meeting of the SPER committes seeking approval to
put both documents out to public consultation. In March 2023, both documents were
subject to a3 12-week public consultation with advertisement placed in all local press,
Council’s social media channels were also used to promote the consultations as well as
promoted to all organizations: and individuals listed on the councils dedicated equality
databasze. We also availed of the services of Development Trusts Northern Ireland
{DTNI) and promoted the consultation on the ‘Living Well Togethar’ engapement
platform. The results of the public cansultation and infarmation an the new plans will
be reported in next years annual report to the Equality Commission for Northern
Ireland.
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2 Flease provide examples of outcomes and/or the impact of equality action plans/
measures in 2022-23 (or append the plan with progress/examples identified).

Newry, Mourne and Down District Council's Equality Action Plan 2020-2023 details
Council’s commitment to fulfilling its statutory duty. Implementation of Coundil’'s
Equality Action Plan 2020-2023 which recommends key areas of activity and details
positive actions relevant to aur Council’s functions.

The positive action measures have been set out under the following five principles of
the Local Government Staff Commission’s Equality and Diversity in Local Councils
Framewark to which Council have signed up to:

o Principle 1: Ensuring we work in @ non-discriminatory environment, promaote
equality, and model best practice in equality and good relations,

Principle 2: Ensuring all our decisions are based on evidence to assess the likely
impact of a policy on the promotion of eguality of opportunity and good
relations.

Principle 3: Providing access to services, facilities, and information.

Principle 4; Recruiting and employing people fairly.

Principle 5; Responding to and learning from complaints and incidents in a
positive and proactive way.

8]

w0 4

Principle 1; Ensuring we work in a non — discriminatory environment, promote
equality, and model best practizse in eguality and good relations

Dutcome and Impact of actions under Principle 1
o Council continued to utilise the Councillors’ Equality and Good Relations

Reference Group during 2022-2023 to address issues of a sensitive and

contentious nature, Five meetings were held during the reporting period.

Infarmation on Equality and Good Relations continued to be provided to all

new staff joining the organisation.

o Council continued to deliver its financial assistance programme. Across the

Good Relations, Minority Communities, Irish Language and Queen’s Platinum

Jubilee funding themes, a total of £153,620 was allocated to successful

applicants.

Continue to offer and expand on support services available through the

Council’s Ethnic Minority Support Centre and the work of the Social Inclusion

Officer, During 2022-2023 had 2214 contacts and dealt with approximately

5000 phone calls. 70% of clients were from tha Roma community with the

remaining 30% being Bulgarian, Palish, Lithuanian, Slovakian or Syrian

background.

o Continue to utilize the Council’s Mewry, Mourne and Down District Council
Traveller Farum whose objective is to champlon the rights of the Traveller
community living in the district. Four meetings of the farum took place during
the 2022-2023 reporting period.

o

=)



Back to Agenda

FPART &

Principle 2: Ensuring all our decisions are based on evidence to assess the likely
impact of a policy on the promotion of equality of opportunity and good relations

Qutcome and Impact of actions under Principle 2
o 33 polices were equality screened during the reporting period.

o The quarterly policy screening reports were tabled at the Council's Strategy,
Policy and Resource Committee and made available on the Council’s website,

o Implementation of a Palicy Framework which outlines a detailed corporate
approach o policy development within Council. The framework allows the
Head of Corporate Policy and the Corporate Policy and Equality Officer to
engage with Officers through the policy development process and ensure that
equality screenings have been completed (if required).

o Officers continued to utilise the corporate reporting template {presented at all
council meatings). The document ansures officers detail any Equality or Good
Relations implications in the council’s decision-making process.

Principle 3: Providing access to services, facilities, and information.

Qutcome and Impact of actions under Principle 3
The Evidence and Research section in Council continued to provide relevant

data to officers to assist them with Equality Screenings, undertaking

consultation and supporting decision-making.

Monitoring data is also compiled for all users of council facilities. This data

identifies those availing of Council facilities and highlighting gaps in provision,

o Council continues to ensure that information is available in alternative and
accessible formats when required.

2 Core Irish language services of the Irish Language Unit providing translation and

interpretation, and simultaneous translation for meetings.

The Shopmaobility scheme continued to be utilised in the Mournes and

Rowallane District Electoral Area during the reporting period.

o Council continues to ensure that information is available in alternative and
accessible formats when reguired.

[

)

Principle 4: Recruiting and employing people fairly

Qutcome and Impact of actions under Principle 4
o Promote diversity across the arganisation and in the Department by adharing
to the Council’s equal opportunity related policies and procedures and avoiding
all forms of discrimination both as an employer and a service provider,
o Promote Equality and Diversity across the arganisation by demonstrating an
open commitment to and actively promoting and celebrating diversity,
promoting social inclusion and community cohesion,
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= Work towards improving equality and diversity by ensuring that allocated
targets to reduce inequalities and promote good relations are achieved.
2 Inorelation to Council’s Annual Fair Employment Monitoring Return, our
Councillors’ Equality and Good Relations Reference Group was presented with
an averview of the report and findings. They were advised that a further piece
of work would be undertaken “drilling down” into the data related to
applicants, appointees and our employees to establish trends and better
undarstand the areas from which Couneil receives applications.
During the reporting period Council’s Human Resources, Evidence and
Research and Corporate Policy Sections liaised and met with the Equality
Commission for Morthern Ireland to discuss the Council’s fair employment
monitoring return. The Equality Commission for Morthern Ireland has
recommended Council give consideration to developing an affirmative action
plan.

2

Principle 5: Responding to and learning from complaints and incidents in a positive
and proactive way

Qutcome and Impact of actions under Principle 5

Mewry, Maourne and Down District Council has an Appropriate Besolution Charter and
a Mediation Resolution Procedure which demonstrates the Council is committed o
supporting employees and managers to deal with workplace disputes in ways that are
prapoertionate, fair and avoid undue formality.

o The MWD Traveller Forum has an established reporting process in place for

members of the Traveller Community to utilise if they have been the victim of a
hate crime.

o Mewry, Mourne and Down District Council has a Complaint, Comment and
Compliment Palicy and process in place for residents to avail of when reguired,

10
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3 Has the application of the Equality Scheme commitments resulted in any changes to
policy, practice, procedures and/or service delivery areas during the 2022-23 reporting
period? (tick one box only)

[] Yes B NolgotoQud) [] Mot applicable {go to 01.4)

Pleaze provide any details and examples:

3a  With regard to the change(s) made to policies, practices aor procedures and/or service
delivery areas, what difference was made, or will be made, for individuals, i.e. the
impact on those according to Saction 75 category?

Please provide any details and examples:

3b  What aspect of the Equality Scheme prompted or led to the change{s)? tick all thot
apply)

|:| A% a result of the organisation’s screening of a policy (pleose give detolls):

D As a result of what was identified through the EQIA and consultation exercise
{please give details):

D As a result of analysis fram monitorning the impact {please give details):

[] Asaresult of changes to access to information and services (please specify and
give details):

[] oOther (please specify and give details):

11
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Section 2: Progress on Equality Scheme commitments and action
plans/measures

Arrangements for assessing compliance (Model Equality Scheme Chapter 2)

4 Were the Section 75 statutory duties integrated within job descriptions during the 2022-
23 reporting period? (tick one box only)

E Yes, arganisation wide
|_| Yes, same departments/jabs
|:| Mo, this is not an Equality Scheme commitment
[ ] Mo, this is scheduled for later in the Equality Scheme, or has already been done
|:| Mot applicable
Please provide any details and examples;

Recruitment processes continued during the 2022-2023 financial year, Examplas of
specifically relevant duties and responsibilities listed in new job descriptions include the
following:

o Promote diversity across the organisation and in the Department by adhering to the
Council’s Equal Opportunity policies and procedures and avaiding all forms of
discrimination both as an employer and a service provider.

o Promote Equality and Diversity across the organisation by demonstrating an open
commitment ta and actively promoting and celebrating diversity, promoting social
inclusion and community cohesion.

Work towards improving equality and diversity by ensuring that allocated targets to
reduce inegualities and promote good relations are achieved

5 ‘Were the Section 75 statutory duties integrated within performance plans during the
2022-23 reporting period? (tick one bax anly)

| | Yes, organisation wide

[}_\1 Yes, some departments/jobs

[ ] Mo, this is not an Equality Scheme commitment

|:| Mo, this is scheduled for later in the Equality Scheme, or has already been done
|:| Mot applicable

Please provide any details and examples:

12
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Directorate Business Plans are produced annually and detail the warks and initiatives to
e undertaken during each financial year. The Corporate Services Business Plan 2022 -
2023 makes direct reference to section 75 statutory duties.

B In the 2022-23 reporting period were objectives) targets/ performance measures relating
ta the Section 75 statutory duties integrated into corporate plans, strategic planning
and/far operational business plans? ftick all that apply)

|:| Yes, through the work to prepare or develop the new corporate plan
Yes, through organisation wide annual business planning
Yes, in some departments/jobs

Mo, these are already mainstreamed through the organisation’s ongoing
corporate plan

Mo, the organisation’s planning cycle does not coincide with this 2022-23 report

L] L1 L1 B L]

Mot applicable

Please provide any details and examples:

The Council’s equality and policy functions are located under the Corporate Services
Directorate, within the Corporate Planning and Policy Department’s Corporate Policy
Section.

The Corparate Services’ Directorate Emergency Business Plan makes direct referance to
the Section 75 statutory duties and actions relating ta the implemeantation of the Council's
Equality Scheme,

In addition, as stated previously, all emplovees of the predecessor organisations have
transferred to Newry, Mourne and Down District Council under TUPE arrangements.
Examples of specifically relevant duties and responsibilities listed in new job descriptions
include the following:

o Promote diversity across the organisation and in the Department by adhering to the
Council’s Equal Opportunity palicies and procedures and avoiding all forms of
discrimination both as an employer and a service provider.

< Promote Equality and Diversity across the organisation by demonstrating an open
cammitment 1o and actively promoting and celebrating diversity, promoting social
inclusion and community cohesion.

Work towards improving equality and diversity by ensuring that allocated targets to
reduce inequalities and promote good relations are achieved.

Equality action plans/measures

13
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7 Within the 2022-23 reporting period, please indicate the number of;

. ki
et 23 Actions ongoing: | 1 ACHRIRS 10 3
completed: COMMEance:

Please provide any details and examples (in oddition to guestion 2):

B Please give detalls of changes or amendments made to the equality action plan/measures
during the 2022-23 reporting period [points not identified in on oppended plan):

There were no changes to the equality action plan in the 2022-2023 reporting period.

9 In reviewing progress on the equality action plan/action measures during the 2022-23
reporting period, the following have been identified: (tick ail that opply)

E Continuing actionds), to progress the next stage addressing the known inequality
[] Action(s) to address the known inequality in a different way
E Action[s) to address newly identified Inequalities/recently prioritised inequalities

|___| Measures to address a prioritised Ineguality have been completed

Arrangements for consulting (Model Equality Scheme Chapter 3)

10  Following the initial notification of consultations, a targeted approach was taken — and
consultation with those for whom the issue was of particular relevance: (tick one box anly)

[ Al the time | | Sometimes | | MNever

11  Please provide zny details and examples of good practice in consultation during the
202223 reporting period, on matters relevant [e.g. the development of a policy that has
been screened in) to the need to promote eguality of opportunity and/or the desirability
af promating good relations:

Mot-applicable.
12 Inthe 2022-23 reporting period, given the consultation methods offered, which
consultation methods were most frequently used by consultees: {tick oll thot opply)
[] Face to face meetings

[<] Focus groups

14
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Written documents with the opportunity to comment in writing
Cuestionnaires

Infarmation/natification by email with an opportunity to opt infout of the
consultation

Internet discussions

Telephane consuitations

L KHEHK

|| Other jplease specifiy):

Please provide any details or examples of the uptake of these methods of consultation in
relztion to the consultess” membership of particular Section 75 categories;

Initial preparation work began in the last quarter of 2022 on the new aquality and
disability action plans 2023-2027. Face to face meetings with officials from across Council
departments to review the current plans, audit existing service provision in terms of
section 75 requirements and identify initiatives for the next four years. Based on this
consultation draft plans were produced for the pericd 2023-2027 and this was presented
at a meeting of Elected members in December 2022 for comment and consideration. The
plans were then subject to a 12-week public consultation which began in March 2023,
Advertisements were placed in all local press; council’s social media channels were
utilised to promote the consultation an a regular basis and the council's dedicated
Equality database was also a vehicle to promote the consultation, (The findings of the
consultation will be detailed in the 2023-2024 annual report to The Equality Cormmission).

13 Were any awareness-raising activities for consultees undertaken, on the commitments in
the Equality Scheme, during the 2022-23 reporting period? (tick one box only)

[ es [] Ne [} Mot applicable

Please provide any details and examples:

The Corparate Policy and Equality Officer continued to utilise the dedicated equality
database of contacts to engage with and to inform on all aspects of the Council’s Equality
tunctions throughout the reporting period. Officers also continued to participate in online
Statutory Duty Metwork meetings during the reparting period. This forum provides an
apportunity to share infermation including examples of best practice.

14  Was the consultation list reviewed during the 2022-23 reporting period? (Hek one box
)

E Yes D Mo [ ] WNotapplicable - no commitment to review
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Arrangements for assessing and consulting on the likely impact of policies (Model Equality
Scheme Chapter 4)

Equality screening templates and reports associated with Newry, Mourne and Down District
Cauncil’'s Equality Scheme commitments can be accessad on Caouncil’'s website at:
httpss/ fww. newrymournedown.org/corporate-palicy-and-equality

15  please provide the number of policies screened during the year [as recorded in screening

reparts):
‘ 33 \
16  Please provide the number of assessments that were consulted upon during 2022-23:

0 Policy consultations conducted with screening assessment presented.

Policy consultations conducted with an equality impact assessment [ECIA)
presented.

L |

0 Consultations for an EQIA alone,

17  Please provide details of the main consultations conducted on an assessment (as
described above) or other matters relevant to the Section 75 duties:

Mot — applicable.

18  Were any screening decisions (or eqguivalent initial assessments of relevance) reviewed
following concerns raised by consultees? (tick one bax only)

|_| Yes |_| Mo concerns were E Mo i_j Mot
raised applicable

Please provide any details and examples:

Arrangements for publishing the results of assessments (Model Equality Scheme Chapter 4)

19 Following decizsions on a pollcy, were the results of any EQlA: published during the 2022-
23 reporting period? (tick one box only)

L] es [ nNo L | WNotapplicable

16
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Please provide any details and examples;

Arrangements for monitoring and publishing the results of monitoring (Model Equality
Scheme Chapter 4)

20 From the Equality Scheme manitoring arrangements, was there an audit of existing
information systems during the 2022-23 reparting period? (tick one box only)

[] Yes " | Mo, already taken place
[E] Ma, scheduled to take place at a :] Mot applicable
later date

Please provide any details:

21 Inanalysing monitering information gathered, was any action taken to change/review any
policies? ftick one box ondy)

] es <] Mo [ ] Motapplicable

Pleasze provide any details and examples:

22 Please provide any details or examples of where the monitoring of policies, during the
2022-23 reporting period, has shown changes to differential/adverse impacts previously
assessed:

Mot —applicable.

23 Please provide any details or examples of monitoring that has contributed to the
availability of eguality and good relations information,/data for service delivery planning
or policy development:

All initiatives and programmes funded by Good Relations must, at the reguest of The
Executive Office, be monitared. Facilitation of the Equality and Good Relations Reference
Group is funded by The Executive Office and every quarter Council reports on each
meeting. This includes numbers in attendance and a summary of issues discussed. Other
examples of monitoring are from The Ethnic Minority Support Office. By monitoring the
athnicity of clients accessing the services of the centre, the officer can ensure that the
required translation services are available for those neading to avail of the Centre, In line
with council palicy, all participants of training programmeas complete monitaring forms

17
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Staff Training {Model Equality Scheme Chapter 5)

24

Please report on the activities from the training plan/programme (section 5.4 of the
Model Equality Scheme) undertaken during 2022-23, and the extent to which they met
the training objectives in the Equality Scheme.

Back to Agenda

which evaluates the delivery and content of the programme and helps identify patential
training programmes going forward.

The Councii's policy development framework ensures that officers can monitor the palicy
development pracess from the beginning and can ensure that Equality Screenings are
undertaken as required.

Training

Mumber

Recruitment and selection training

4 sessions, 21 employees.

Recruitrment and selection training
{refresher course)

2 sessions, 23 employees,

kA Irish Language and Translation

1 employee.

Lagal Training

1 session. 26 employess.

O Bhearla go Gaeilge — Irish Language
translation

1 week course, 2 employees

Investigating Officar training

9 employees.

Women in leadarship = Building your
potential

7 employees.

Emerging leadership programime

Employment legislation and case law
update

2 sessions. 2 employees.

| session, 1 employes.

Code of Conduct

Training was delivered through the
Councils E learning platform.

Disability Awareness

PPG elearning module

Training was delivered through the
Councils E Learning platform. 13
employees.

Training was delivered through the
Councils E Learning platform. 66
employees,
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Promoting dignity at wark

Disability Employability

Act

Embracing the Disability Discrimination

Training was delivered through the
Councils E learning platform. 34
amployees.

1 session. 2 employees.

1 session, 2 employees.

Wi

being

Embracing the Disahility Discrimination
Act- visitor attractions and experiences in

Teambuilding, resilience and personal well

1 session. 1 emplovee.

1 zession. 4 employees.

25  Please provide any examples of relevant training shown 1o have worked well, in that

participants have achieved the necessary skills and knowledge to achieve the stated

abjectives:

In the 2022-2023 reporting period Council offered very specific focused disability
awareness training. Issues addressed included employability to access visitor attractions

and experiences.

Public Access to Information and Services (Model Equality Scheme Chapter 6)

26 Pleaze list any examples of where monitoring during 2022-23, acress all functions, has
resulted in action and improvement in relation to access to information and services:

Mot-applicable,

Complaints (Model Equality Scheme Chapter 8)

27  How many complaints in relation to the Equality Scheme have baen raceived during

2022-237

Insert number here:

Please provide any details of each complaint raised and outcome:

14
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Section 3: Looking Forward

28 Please indicate when the Equality Scheme is due for review:

The five-year review of the Council's Eguality Scheme was undertaken during the 2019-2020
reporting period. The revised scheme was considered approved by Council in March 2020 and

forwarded to the Equality Commission for Morthern Ireland. The Equality Scheme is due for review
in 2025,

29 Are there areas of the Equality Scheme arrangaments (screening/consultation/training) your
organisation anticipates will be focused upon in the next reparting period? (please provide details)

Yes. Asthe new equality and disability action plans are for the period 2023-2027, the consultation
findings alongside the final plans will be repaorted on in the next reporting pericd.

30 Inrelation to the advice and sarvices that the Commission offers, what equality and good relations
priorities are anticipated over the next reporting period @ (please tick any that appiy)

=] Employment
Goods, facilities and services
Legislative changes

Organisational changes, new functions

Mothing specific, more of the same

OO XKEHK

Other {please state):

20
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Back to Agenda

" Report to: * Strategy, Policy and Resources Committee
 Date of Meeting: 17 August 2023
Subject: Sickness Absence
Reporting Officer Catrina Miskelly, Assistant Director Corporate Services
(Including Job Title):
Contact Officers Philip Preen, HR Operations Manager
(Including Job Title):

Confirm how this Report should be treated by placing an x in either:-

| For decision | | For noting only  x |

1.0 | Purpose and Background

1.1 Committes Members have asked to be kept informed on the levels of sickness absence across
the Council. The purpose of this report is to provide members with a summary of sickness
absence levels at year end as at 31 March 2023, compared with the same 12-month period

the previous year.

2.0 | Key issues

2.1 All Directorates saw year on year increases in sickness absence during the rolling twelve-manth
period, with a total of 19,462 days lost due to sickness, compared to 17,785 for the 12 months
ending 30 September 2021, For the purposes of reporting, the figures for the Chief Executive’s
department and Corporate Services directorate are combined.

2.2 | Long-Term sickness (continuous absence of 4 working weeks or more) absence decreased in
two directorates and increased in two.

2.3 | Short-Term sickness absence (absences of short duration) decreased in three directorates and
increased in one,

24 | Coronavirus and vaccine reaction sickness absence accounted for 10.9% of the total days lost to
sickness absance during this period.

2.5 | According to the Office for National Statistics, sickness absence rates in the UK labour market
rose in 2022; the highest increase since 2004, A link to the Labour Force Survey from the
Office for Mational Statistics, is provided at Section 8.

3.0 | Recommendations

3.1 | To note the contents of this repart.

3.2 | Members should also note the following measures in relation to sickness absence:

« Absence data is analysed and reported on a quarterly basis to both the Senior and
Corporate Management Teams to identify opportunities for targeted interventions.

» Sickness Absence forms part of the Corporate Risk Register and performance monitored on
the Corporate Dashboard.

« A tender for a new Occupational Health service is duee to close on 17 August 2023.

4.0 | Resource implications .
4.1 | Set out in Section 2 of this report.




Back to Agenda

4,2 | The phased implementation of "Paople, Perform, Grow' (PPE) continues acrass the Council this
year and the PPG conversation provides a platform for individuals to discuss health and
........ _wellbeing with their managers. N . R R
4.3 Coundil continues to invest in employvee wellbeing through the provision of a funded Health
Cash Plan for Emplovees and through health promotion initiatives by the employes led Health &
Wellbeing Working Group.

4.4 | The HR department continues to support managers in the application of Council’s Manaaging
Attendance Procedure.

5.0 | Due regard to equality of opportunity and regard to good relations (complete the
relevant sections)

1. General proposal with no clearly defined impact upon, or connection to, specific
equality and good refations oufcomes

It is not anticipated the proposal will have an adverse impact upon eguality of =
opportunity or good relations

2. Proposal reiates to the introduction of 3 strategy. policy initiative or practice and
/ or sensitive or contentious decision

YesO Mo
If yes, please complete the following:
The policy {strategy, policy initiative or practice and / or decision) has been 0
equality screenad

The policy (strategy, policy initiative or practice and / or decision) will be subject O
to equality screening prior to implementation

3. Proposal initiating consuftation

Consultation will seek the views of those directly affected by the proposal, address O
barriers for particular Section 75 equality categories to participate and allow
adeqguate time for groups to consult amongst themselves

m|

Consultation period will be 12 weeks

Consultation period will be less than 12 weaks (rationale to be provided) L]

6.0 | Due regard to Rural Needs (please tick all that apply)

6.1 Proposal relates to developing, adopting, implementing or revising a policy / O
strategy / plan / designing and/or delivering a public service

Yes [ MNofE

If yes, please complete the following:




Agenda 21.0 / Sickness Absence report August 2023.pdf Back to Agenda

Rural Needs Impact Assessment completed o

If no, please complete the following:

The paolicy [ strategy / plan / public service is not influenced by rural needs O

7.0 | Appendices
Mone

8.0 | Background Documents .
hittps:/ M. ons.gov.uk/employmentandlabourmarkety peopleinwork/labourproductivity/articles,
sicknessabsenceinthelabourmarket/ 2022




Back to Agenda

Report to: Strategy, Policy & Resources Committee

Date of Meeting: 17" August 2023

Subject: Draft NILGA Corporate Plan 2023-2027
Reporting Officer Josephine Kelly,

(Including Job Title): Director

Contact Officer Sarah Taggart, Democratic Services Manager (Acting)
(Including Job Title):

Confirm how this Report should be treated by placing an x in either -

For decision | | For noting only | x |

1.0 Purpose and Background ; : oy :

1.1 Correspondence from NILGA regarding Draft Corporate Plan 2023-2027 for Council's
consideration.

2.0 Key Issues

21 'MILGA has undertaken an 'in'dependent review of all aspects of their wark with ihpﬁt-Fm

Coundllors and Council officers across the 11 Councils. They have asked for Council’s
feedback on the Corporate Plan by Thursday 317 August 2023,

3.0 Recommendations

3.1 Members to respond with any feedback to NILGA regarding Corporate Plan 2023-2027 by
Thursday 31 August 2023,

4.0 Resource implications

4.1 M A

5.0 Due regard to equality of opportunity and regard to good relations

(complete the relevant sections)

% General proposal with no clearly defined impact upon, or connection to,
spedific equality and good relations outcomes

It is not anticipated the proposal will have an adverse impact upon equality =
of opportunity or good relations

5.2 Proposal refatas to the introduction of a strategy, policy initiative or
practice and / or sensitive or contentious decision

Yes O Mo (=
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If yes, please complete the following:
The policy (strategy, policy initiative or practice and [ or dedision) has been 0O
equality screened
The policy (strategy, policy initiative or practice and / or decision) will be O
subject to equality screening prior o implementation
53 Proposal initiating consultation
Consultation will seek the views of those directly affected by the proposal, O
address barriers for particular Section /5 equality categories to participate
and allow adequate time for groups to consult amongst themselves
Consultation period will be 12 weeks H
O
Rationale:
6.0 Due regard to Rural Needs (please tick all that apply)
6.1 Proposal relates to developing, adopting, implementing or revising a policy /
strategy [/ plan / designing and/or delivering a public service
Yes(O No &
If yes, please complete the following:
Rural Needs Impact Assessment completed O
7.0 | Appendices
Correspondence from NILGA
Draft NILGA Corporate Plan 2023-2027
8.0 Background Documents
e
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Agenda 22.0 / Correspondence from NILGA regarding Draft Corporate Plan.pd... Back to Agenda

martfarn inedand
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Eﬁu.nt:lllar Valerie Harte fﬁg-?ﬂfﬁg-ﬂf“lﬂ:ﬂf' government
alr

Mewry, Mourne and Down District Council
District Council Offices

monaghan Row

Mewry

BT35 801

307 June 2023

Dear Councillor Harte,

As the councl led representative body for local authorities in Northern Ireland, MILGA i= your
association,

In recent months, NILGA has independently reviewed all aspects of our work with input from
councillors and council officers acrass all 11 councils, Thank you for the proactive and engaged
participation of your council in these reviews.

The purpose of these reviews was to;

= reflect onoaur work o date;
# consider the current and future strategic operating contest, and
= to develop a fit for purpose and fit for the future NILGA vision and priorities.,

On behalf of the cross-party palitical leadership of NILGA, we have pleasure in presenting the Draft
MILGA Corporate Plan 2023-2027 for vour consideration. The view of your coundl is essential to
MILGA in ensuring the association sets a corporate direction in keeping with its members’ pricrities.

We would be grateful if you could ensure this is given formal political consideration within your
council and any feedback is provided to MILGA by Thursday 31 August 2023, to enable final
consideration of the plan at the NILGA Executive Board meeting scheduled for Friday 8 Septermber
2023,

Yours sincerely,

Ml G SR Qe ALStd

Clir Matt Garrett Clir Alison Sennington Clir Billy Webb
President [5F) Vice-President {DUP} Vice-President [All)
|
LY 1l ﬁ l.--" LY )’F-:-;— — %
: o P
Ald Hazel Legge Clir Brian Tierney
Vice-President (ULIP] Vice-President (SDLP)

MNorthern Ireland Local Government Association
Eradford Court, Upper Galwally, Castlereagh, BTE &RE
Tel: 028 9072 8372 email; office@nilga.org web: wwwnilga org bwitber; @ M_LGA
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" Report to: Strategy, Policy and Resources (SPR) Committes

Subject: Closad [ Open Reporting

Reporting Officer | Josephine Kelly, Director of Corporate Services

Contact Officer Josephine Kelly, Director of Corporate Services

| For decision | | For noting only | %]

1.0 | Purpose and Background

1.1 | The purpose of this report to provide information on the number of items closed [ open
sessions reporting to 5P&R. Committee.

This comes fram an action from the June SPR Committee meeting from Clir Byrne (Ref:
SPR/063/2023)

1.2 | Following this request, a sample has been taken of the SPR agenda items since 2015 to date
and a review undertaken.

Whather items are to be treated as open or closed is determined by legislation.

"This item is deemed to be restricked by virtue of Paragraph 3 of Part 1 of Schedule & of the
Local Governmeant Act (Northern Ireland) 2014 = Information in relation to which a claim to
legal professional privilege could be maintained in legal proceedings, The public may, by
resolution, be excluded during this item of business.”

1.3

2.0 | Key issues

Part 8 of the Local Govermment (NI Act 2014 places a statutory requirement on the Council to
make all reports available to the public in advance of a mesting, unless the report is on a
matter which can legitimately be considered to be confidential under the provisions of the Act.

In general, there should be a propensity to openness and transparency, but there will be a
need at times to have confidential items (exempt) on the agenda. All "Confidential” items will
be separate from the main reports.

Thera must be a clear indication given as to why the report is exempt as defined by
Schedule 6 Part 1 of the Local Government Act (Morthern Ireland) 2014

Officers are provided with guidance on how o treat information. Each Report coming to the
Committee must be considered separately.

Appendix 1 = PowerPoint — Confidential Information slides for guidance material.
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2.1

Summary of findings from Appendix 1

When reviewing individual meetings, the number of items varied due to what was being
brought to the Committes for consideration within closed session.

In summary the number of closed items on the SPR agenda has increased since 2015 to date:

2015
During 2015 from the sample reviewed on average 30% to 35 % of the items were in closed
SES5i0n,

2018

During 2018 from the sample reviewed there were on average 35 %— 40 % of the items in
closed session.

2021 to 2023

During 2021,2022 to 2023 from the sample reviewed there were 50 % and over of items were
heard in closed session with some meeting well in excess of that depending on the type of
reports being presented.

Findings

From the review of the agendas and reports there are a number of reasons for the increase in
closed session items owver this time: -

1. Items now considered by other Committees.

During 2015/ 16 there were reports brought to SP&R on Community Planning & Wellbeing
along with reports on Grant Aided Programmes, These reports no longer come to this
Committee but instead go to AHC or ERT for consideration. These reports were in the main
ware in Jpen session.

Some of the transition documentation reports for the introduction of new Council have now
ceased and are now part of business as usual for NMDDC. These were also in the main in open
SES5i0n,

2. The volume of legal reports brought to the Committes.

The number of legal reports on lease/estates matters has significantly increased since 2015 to
date. This reflects the drive to deal with surplus assets of the District, and also the
development of the Capital Investment Programme. These Reports are brought to the
Committes during Closed Session due to the legal, commercially sensitive content.

3. Business Cases for procurement of corporate services.
The number of business cases for the procurement of corporate wide services which exceed
£30,000 in value have increased for services like IT services, Insurance etc. These are all held
in Closed session dug to the commercial nature of the business case,

4. HR matters
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Any reports on staff matters continue to be in Closed Session due to the sansitive natura of
iterns being brought to the Committee. e.q Approvals for Planning for the Fulure was in closed
Session.

Summary

It has been a very useful exercise to review historic agendas over a period of time. This
infarmation will used to monitor agendas and reports going forward,

It is clear from the review that the volume of items falling within the legislation as defined by
Schedule 6 Part 1 of the Local Government Act (Northern Ireland) 2014 has increased.

However, consideration will also be given on how reports are presented and whether the
commencial information can be provided in an appendix, which may allow more information to
be provided within open session by the reporting Officars.

3.0 | Recommendations

3.1 | Staff have been reminded of the need to review the contents of each report in line with the
relevant sections of the legislation.
Consideration should also be given if the matters can be brought into open sassion but with
legal, commercial information being considered in closed session.

4.0 | Resource implications

4.1 | Financial Implications.
There are no additional costs involved but continued training for officers and members on the
legislation is recommendead. This can be carrled out internally and monitored,

5.0 | Due regard to equality of opportunity and regard to good relations (complete the
relevant sections)

5.1 | General proposal with no clearly defined impact upon, or connection to, specific
It is not anticipated the proposal will have an adverse impact upan equality of opportunity or
goad relations.

5.2 | Proposal relates to the introductfon of a strategy. poficy inftfative or practice and /

or sensitive or contentious decision.
Yes[O Mo E

If yes, please complete the following:

The policy (strategy, policy initiative or practice and / or decision) will be subject to eguality
screening prior to implementation
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5.3

Proposal initiatimg consuftation

Consultation will seek the views of those directly affected by the proposal, address barriers for
particular Section 75 equality categaories to participate and allow adequate time for groups 1o
consult amongst themselves,

Consultation period will be 12 weeks,

Consultation period will be less than 12 weeks (rationale to be provided)

Rafionafes:

6.0

Due regard to Rural Needs (please tick all that apply)

6.1

Proposal relates to developing, adopting, implementing or revising a policy [ strategy / plan /
designing and/or delivering a public service

Yeo [0 Mo E

If yves, please complete the following:

Aural Needs Impact Assessment completed

If no, please complete the following:

The policy / strategy [/ plan / public service is not influenced by rural neeads

7.0

Appendices

71

Appendix One — PowerPoint — Confidential Information Slides

8.0

8.1

Background Documents

“Mone




Back to Agenda

curliieirhe Cepatale an itds, Ak m eguy au Dbl
Hervety, Bioiins ard Down Tdatrlet Coumell W AT AT e daw LoTR ‘

£y
Confidential Information

Part 8 of the Local Government (NI) Act 2014 places a statutory requirement on
the Council to make all reports available to the public in advance of a meeting,
unless the report is on a matter which can legitimately be considered to be
confidential under the provisions of the Act.

In general, there should be a propensity to openness and transparency, but there
will be a need at times to have confidential items (exempt) on the agenda. All

"Confidential” items will be separate from the main reports.

There must be a clear indication given as to why the report is exempt as
defined by Schedule 6 Part 1 of the Local Government Act (Northern Ireland) 2014
and there are 7 reasons why a report can be 'Restricted’
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Confidential Information contd... .
1. Infarmalion retating fooany individua %““‘“ﬂ.i“'."

& Informalion wiech = lely bo reveal the denlity of an individual.

1 Imformation relating fo the fnancial or besiness affsirs of any parlicuar persea finduding
the Cauncil hodding thet intormetiang

& Informalion rBEljl‘rg 1o any canedliations ar I'“-EQ’.'IUEHH‘IE. ar mmemplal&:: sonsutalions o
negoiahons, in connechon with any [bour relations mailer ansing bebasen the Giouncie or
& pavarnment depariman ard amployaes of, ar office haldars under, the Council,

{1) This includes information that will identify and will obviously be about a person. Data which
identifies an individual, even without a name associated with i, may be personal data where
it is processed to learn or record something about that individual, or where the processing of
that information has an impact upon that individual in a personal, family, business or
professional capacity. This can be:- Name, address, DOB, Work achievements,
Clualifications; Mational insurance number; Current employment & employer, Health data;
and Vehicle ownership data. Information that relates to an individual can also involve
sensitive personal data as defined within the Data Protection Act 1998.- Racial or ethnic
origin Political opinions, Religion; Membership of a trade union; Health; Sex life, Criminal
activity,

(2} Information on its own may not reveal an individual's personal data; however, when linked 1o
other information, it may reveal details about an individual. |0 most cases an individual's
name fogether with some ofher information will be sufficient to identify them. Simply
because the name of an individual is not known does not mean that individual cannot be
identified. This can be:- Address, A specific job position; Vehicle data;, Property data;
Account details; Mational insurance number, and Financial details. Reports relating to
employment matters which disclose personal sensitive information from which an individual
or individuais may be identified will ordinarily be treated as restricted unless there is a legal
duty to report the information,

{3) This can be information that will firstly identify an individual at points 1 & 2 above and can
contain the following:- Mame of bank or building society, sort code and account numbers:
Weekly, monthly or annual Income; Cash fiow; Credit rating; Credit assessments; Details of
business transactions relating to the purchasing and ownership of property, vehicles, land or
other: Involvement in companies and partnerships at varous levels.

(4} This can involve the information gathered by Council including persenal data al points 1 & 2
above and used for the following purposes:- Council forecasting and planning (o assist with
departmental restructuring; Policy advice and internal discussion involving sensitive or
confidential material that would be likely to prejudice council activity; Information on the
movement of staff to address particular council need; Plannad redundancies; Departmental,
Service and Unit mergers; Union balloted strikes; Health and Safety related matters; The
personal details of employees and their position within the organisation and their invelvement
in any of the above.
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Confidential Information contd... .

5. Information in relation to which a claim to legal professional privilege could be maintained
in legal proceedings.

6. Information which reveals that the Council proposes-

{(a) to give under any statutory provision a notice by virtue of which requirements are
imposed on a person; ar

{b) to make an order or direction under any statutory provision.

7. Information relating to any action taken or to be taken in connection with the prevention,
investigation or prosecution of crime.

{5} This includes information thal protects confidential communications (and evidence of
those communications) between a lawyer and client provided that the communications
are for the purpose of seeking and receiving legal advice In a relevant legal context.
The client can include Councillors who are specifically seeking and obtaining legal
advice from Legal Services lawyers. Examples of this information will include:- The
information generated and the advice sought by the client (Councillors) from the
professional legal adviser; Solicitors and Barristers opinion.

(6) This can include information surrounding and relating to notices issued by diferent
Council Departments which have enforcement powers and this will include the details of
the individuals and for organisations involved ;- Information relating to Planning/Building
Control legislation whereby Council has issued statutory notices to individuals permitting
or forbidding certain activity; Food safety in restaurants and food suppliers; Noise and
nuisance at properties; Litter nuisance; Certificates of unfitness relating to landlords;
and Pollution control.

(T} This involves information gathered and used by Council Departments for the
investigation of criminal behaviour by members of the public and { or its staff. This can
include:- Name, address, DOB and description of alleged offenders; Name, address,
DOB and description of witnesses, Mame, address, DOB and description of
complainants; Details of any alleged criminal activity or behaviour; The time and location
of alleged criminal activity or behaviour; Details of pending and ongoing prosecution
cases, The specific Department and Council officer carrying out the investigation;
Preventative measures taken or planned by the Council or in partnership with partner
agencies lo combal criminal activity or behaviour; and This may invaelve contact with the
PSNI, HMRC and PPS.
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Confidential Information contd... .

When you have a confidential report you MUST put this as a header on the report

This item is deemed to be exempt under paragraph *fill in appropriate
number from 1-7" of Part 1 of Schedule 6 of the Local Government Act
(Northern Ireland) 2014 - information relating ...... fill in appropriate
category from 1-7...... and the public may, by resolution, be excluded
during this item of business.

e

It is imperative that you put this wording as a header onto your report. You state the item
is deemed to be exempt under paragraph say for example 3 - Information relating to the
financial or business affairs of any particular person (including the Council holding that
information) as the matter being discussed refers to a financial transaction between a
supplier and Council. This must be put onto the report as this will then enable the PA and
Democratic Services Officers to ensure that any confidential information does not
inadvertently end up in the wrong place on the agenda.

The author of a report will need to consider if any of the grounds for restricting a report
are engaged. If the position is clear this needs to be communicated to officers in
Democratic Services who compile the papers for council meetings. Reports will also be
screened by officers from Democratic Services to ascertain if a report or associated
documents should be restricted.

Recommendations are recorded in the minute which will become a public record, even
when the report is in closed session so it is important but that the recommendation part of
the report doesn't contain any of the confidential information such as figures etc.

Arrangements are made during meetings for the exclusion of the press and public when
the matter comes for consideration by committee or council and the agenda will reflect
that the item is restricted. We would normally place reports that require exclusion of
press and public at the end of the agenda.



