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Our Public Service 2020 - First Progress Report

We are pleased to publish this first progress 
report on Our Public Service 2020, the 
framework for development and innovation 
in the Irish public service. The framework 
builds on our achievements under two major 
programmes of reform since 2011, reflects 
the considerations of the OECD regarding 
the next phase of public service reform in 
Ireland and champions innovation particularly 
for those involved in designing and delivering 
public services.  

Our Public Service 2020 is designed to 
move the focus of reform to outcomes. The 
first year has seen the development and 
establishment of governance structures to 
drive the implementation of the actions 
identified in the framework. Progressing 
these actions will, in turn, contribute to the 
achievement of the identified high level public 
service outcomes - such as increased public 
trust and greater use of digital to deliver 
public service business. In particular we 
commend the successful establishment and 
operation of the Public Service Leadership 
Board (PSLB) to provide overall leadership 
of, and commitment to, public service 
development and innovation.   

The public service must always strive to be 
responsive to the needs and expectations of 
our citizens, and to position itself to address 
the significant, varied and complex challenges 
that face our society. Transformation across 
the diverse sectors that make up the public 
service in Ireland is therefore a continuous 
process. Our Public Service 2020 seeks to put 
the citizen at the centre of public services, 
while supporting our public servants and 
public service organisations. The case studies 
and variety of initiatives showcased in this 
progress report demonstrate both the breadth 

of activity being undertaken by our public 
servants and their openness to innovation and 
change. 

We are especially pleased to note progress in 
the area of digital delivery of public services 
- such as work on the creation of a digital 
post box service that will allow citizens to 
receive their government or public service 
post digitally in a secure electronic mailbox. 
Continually re-designing our services to 
make them more user friendly, such as 
MyOpenLibrary, and creating easy-to-access 
online services, such as voter.ie, demonstrates 
how Government is responding to the needs 
of the users of public services. Openness to 
new and emerging technologies, in tandem 
with a digital first agenda, will enable us to 
provide efficient and effective public services 
to the citizen. In this context we are also very 
pleased to see initiatives being designed to 
promote a culture of innovation in the public 
service and very much look forward to future 
developments under the innovation pillar of 
the Our Public Service 2020 framework. 

The framework also places great emphasis on 
both the importance of collaboration and on 
building on the good practices that already 
exist. In this context it is very encouraging 
to see new shared governance and 
implementation structures have been put in 
place that facilitate and encourage the sharing 
of knowledge, experience and skills. Our Public 
Service 2020 is a public service wide initiative 
and we believe that shared ownership and 
shared knowledge are key components in 
ensuring that the framework will have a real 
impact.

Foreword
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Great pride should be taken in the progress 
that has been made over recent years on 
reform programmes, as led by the relevant 
Ministers, their Departments and the wide 
range of organisations that make up our 
public service. We need however to ensure 
that we maintain momentum for continuing 
transformation across the public service 
while strengthening the focus on outcomes 
and ensuring that evidence informed 
policy-making underpins development and 
innovation. 

Finally, we would like to acknowledge the 
continued strong commitment of public 
servants themselves to the reform agenda and 
to thank them for the role which they have 
played in helping to establish and progress 
this latest significant phase of reform and 
innovation.

Paschal Donohoe TD

Minister for Finance and for Public 
Expenditure and Reform

Patrick O’Donovan TD

Minister of State at the Department of 
Finance and the Department of Public 
Expenditure and Reform with special 
responsibility for Public Procurement, Open 
Government and eGovernment
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Our Public Service 2020, launched in 
December 2017, is the framework for 
development and innovation in the public 
service. The framework is built on three 
pillars: Delivering for Our Public; Innovating 
for Our Future; and Developing Our People 
and Organisations. Our Public Service 2020 
targets better outcomes for the public by 
supporting innovation and collaboration, and 
building public service organisations that are 
resilient and agile. 

The two-page infographic on the next pages 
gives an insight into the scale and breadth 
of our public services, illustrated by a range 
of sample outputs and activities being 
delivered by over 335,000 staff and with 
a financial investment of over €66 billion 
in 2019. This snapshot shows how public 
servants work across a broad and diverse 
range of organisations, implementing policy 
and delivering public services -  work that is 
central to economic and social life in Ireland. 
Our Public Service 2020 is designed to support 
the work of these public servants so they can 
more effectively deliver the level of service 
that our public and businesses expect. 

The actions in Our Public Service 2020 have 
been designed to complement and support 
the many reforms already being delivered at 
local and national level in the various sectors 
of the public service. To highlight activity and 
the range and breadth of reforms happening 
right across the public service, this report 
includes an infographic in each pillar chapter 
showing initiatives drawn from Our Public 
Service 2020 implementation plans submitted 
by organisations in 2018. In addition, 17 
case studies are presented in the three pillar 
chapters of the report to showcase initiatives 
where organisations are already putting into 

practice the aims of Our Public Service 2020. 
The majority of these case studies align with 
the six headline actions selected as priority 
actions for 2018.

The period covered by this report, broadly 
from March 2018 to March 2019, saw 
a number of landmarks passed in the 
Government’s ongoing reform agenda.

An innovative, strengthened model 
of governance is in place to oversee 
implementation of the actions in Our Public 
Service 2020 and a new Public Service 
Leadership Board (PSLB) was constituted 
in March 2018 to provide the collective 
leadership required. This body, with Secretary 
General/CEO level participation drawn from 
the Civil Service Management Board and 
representatives from a broad range of public 
service organisations, meets on a quarterly 
basis. 

Our Public Service 2020 has a particular 
focus on evaluation and building a reform 
evaluation culture. During 2018, the new 
Reform Evaluation Unit in the Department 
of Public Expenditure and Reform became 
operational, and is working collaboratively 
both with other units in the Department of 
Public Expenditure and Reform and with other 
stakeholders in order to strengthen the links 
between expenditure and reform.

Another major focus of Our Public Service 
2020 is on developing a culture of innovation, 
and the framework contains a number of 
commitments to champion innovation across 
the public service. During 2018, the European 
Commission’s Structural Reform Support 
Programme (SRSP) supported an exercise 
to research and baseline Ireland’s public 
service innovation maturity level, and made 

Executive Summary
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recommendations to improve on levels of 
innovation.

Acknowledging that leadership and 
management are crucial ingredients in 
creating a more innovative public service, Irish 
public service leaders worked with the OECD 
in 2018 to identify the common challenges 
that innovation in a digital government poses 
for them. A number of possible interventions 
were identified and explored, and learnings 
from this initiative are informing policy 
formulation on the development needs of 
Ireland’s Senior Public Service. Findings will 
be published by the OCED in 2020.

To support innovative ideas and projects 
from across the public service, the Public 
Service Innovation Fund has been established. 
Successful applicants for this competitive 
fund will be announced in September 2019. 

In delivering for our public, there has been 
notable progress in terms of the digital 
delivery of services, including the Digital 
Services Gateway, and in work to improve 
how we communicate and engage with 
the public. To develop our people and 
organisations, a variety of initiatives are 
underway to support strategic workforce 
planning across the public service. Work is 
also underway to encourage a people-centred 
and learning-focused culture, which would 
provide opportunities for career development 
- including collaborative work between education 
providers and public service organisations. 

Structure of this report
This first progress report on Our Public 
Service 2020 is structured around the three 
pillars of the framework. The introductory 
chapter gives an overview of the Our Public 
Service 2020 framework and the approach to 
governance, implementation and assessment 
of progress.  The next three chapters – the 

pillar chapters - outline progress under each 
of the three framework pillars, focusing 
primarily on the 12 month period from March 
2018. Each chapter sets out the key objective 
of the pillar and the associated pillar actions, 
and a general update on progress. 

As noted earlier, the pillar chapters also 
include case studies, which highlight a 
wide range of public service initiatives that 
demonstrate the varied services delivered by 
our public service. Each of the three chapters 
also presents a range of initiatives underway 
to progress the actions selected by the 
Public Service Leadership Board as priority 
actions for the first year of Our Public Service 
2020. The priority actions are described, and 
measures of progress on key initiatives are set 
out.

The concluding chapter reflects on progress 
and sets out the focus for the next 12 months 
of the framework. 

Details of governance bodies, (the Public 
Service Leadership Board, the Public Service 
Management Group and action teams), are set 
out in Appendix 2. Finally, Our Public Service 
2020 publications and events are presented in 
Appendices 3 and 4.







7

Our Public Service 2020 - First Progress Report

Our Public Service 2020 is the framework 
for development and innovation in Ireland’s 
public service. It was published in December 
2017 and is built on three pillars

 » Delivering for Our Public

 » Innovating for Our Future

 » Developing Our People and Organisations

The framework has 18 headline actions 
spanning the three pillars and representing 
cross-cutting strategic reforms that are being 
implemented across the public service. The 
driving objective is that, by 2020, these 
actions will be significantly advanced across 
the public service.

The Reform and Delivery Office (RDO) in 
the Department of Public Expenditure and 
Reform is overseeing implementation of this 
latest phase of public service reform, which 
became operational during 2018.

Our Public Service 2020 was preceded by 
two public service reform plans beginning in 
2011. These plans have embedded a range 
of new approaches to governance, people 
management and service delivery, and have 
made the work of the public service more 
transparent, decision-making more accountable, 
and service delivery more effective.
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Our Public Service 2020 builds on previous 
progress with a citizen-centric approach 
that emphasises outcomes. This framework 
focuses on supporting sustainable, continuous 
improvement to build a stronger public 
service and deliver better quality services to 
the public.

As well as innovation and working 
collaboratively across the whole of 
Government, the framework emphasises 
the importance of digital delivery and using 
data to achieve greater efficiency. It has 
a strong focus also on organisations and 
people, with actions in areas such as strategic 

human resources and employee engagement, 
diversity and inclusion and culture and values.

Importantly, Our Public Service 2020 has a 
strengthened focus on achieving tangible 
change and outcomes. To support this, the 
recently established Reform Evaluation 
Unit (REU) in the Department of Public 
Expenditure and Reform is working 
collaboratively with stakeholders to identify 
appropriate indicators to measure the 
successful implementation of actions in the 
framework, as well as to create stronger links 
between the reform programme and public 
expenditure processes.

Our Public Service 2020: Pillars and Headline Actions
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An innovative, strengthened model of 
governance has been put in place to oversee 
implementation of the actions under the 
framework. Already there have been tangible 
achievements reported from across the public 
service demonstrating ambitious leadership, 
underpinned by high performing, innovative 
services.

 » The Public Service Leadership Board 
(PSLB) was established in March 2018 to 
provide collective leadership. Membership 
is at Secretary General/CEO level 
representing a range of Government 
Departments and public service 
organisations.

The PSLB is supported by a Public Service 
Management Group (PSMG) of Assistant 
Secretaries and equivalents from across 
the Civil and Public Service.

Of the 18 headline actions in Our Public 
Service 2020 the PSLB selected six 
priority actions for 2018 as follows:

 » Action 1: Accelerate digital delivery of 
services

 » Action 4: Significantly improve 
communications and engagement 
with the public

 » Action 6: Promote a culture of 
innovation in the public service

 » Action 10: Embed programme and 
project management

 » Action 13: Mainstream strategic 
workforce planning in the public 
service

 » Action 14: Continuous and responsive 
professional development

Six cross-sectoral action teams were 
established to collectively progress these 
priority actions. These action teams are 
sharing good practice, experience and 
expertise and working to address common 
barriers. Action team membership is 
drawn from experts from the six main 
sectors, (Civil Service, Health, Local 
Government, Education, Justice, and 
Defence).

Further detail on the approach to 
governance, including membership of the 
various groups, is set out in Appendix 2.
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Our Public Service 2020 – 
capturing and assessing 
progress
Our Public Service 2020 identified six high-
level outcomes, (as shown in the diagram 
above) to measure success for the whole 
public service over the longer term.

As acknowledged under Our Public Service 
2020 however, identifying outcome indicators 
is challenging and measuring outcomes is not 
necessarily straightforward.

The Reform Evaluation Unit (REU), 
Department of Public Expenditure and 
Reform, is working to assist in the assessment 
of performance under Our Public Service 2020. 
The unit has been tasked with improving 
reporting of progress, working collaboratively 
with stakeholders to promote performance 
and output based reporting, and developing 
guidance tools as required. In addition, 
methods to forge and embed stronger links 
between the reform programme and public 
expenditure processes are being explored.

Implementation plans for Our Public Service 
2020 were completed by the six main sectors, 
other Government Departments and major 
offices in 2018. The plans set out initiatives 
and policies that align with the 18 actions in 
Our Public Service 2020.

The Reform Evaluation Unit has developed 
a database to record projects and initiatives 
which will provide an overview of reform 
activities mapped out against the framework 
over the lifetime of Our Public Service 2020. 
Over 700 projects and initiatives have been 
recorded across the public service for 2018 
and the database will be updated annually.

Six high-level outcomes for the public service
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Networks
Five Our Public Service 2020 networks have been, or are in the process of being, established 
and expanded to facilitate sharing of best practice across the public service. The networks will 
also act as a stronger link between the sectors, Government Departments and the Reform and 
Delivery Office, Department of Public Expenditure and Reform.
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The pillar Delivering for Our Public has five 
headline actions that focus on delivering 
better and more cost effective services to the 
public. These outcomes are to be achieved 
by: using new technology and better data 
to reduce costs, while maintaining quality; 
involving the public in the design and delivery 
of services; improving communication and 
engagement with the public; and improving 
service quality and accessibility. 

Actions 1 and 4 were selected by the Public 
Service Leadership Board as priority actions 
in 2018.

Action teams of experts from across the 
public service have been established to drive 
forward the headline actions and support 
delivery of the sub-actions.

While this chapter focuses on the activity 
underway on the priority actions, it 
is important to highlight that there is 
significant activity under this pillar theme 
generally, including many activities initiated 
independently of Our Public Service 2020. 

The infographic that follows is drawn from the 
implementation plans which were submitted 
by the six main sectors, other Departments 
and major Offices in 2018 to illustrate 
strategies and activities that align with the 
pillars of, and actions in, Our Public Service 
2020.
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Priority Action 1: Accelerate 
digital delivery of services
This action aims to provide a citizen-centred 
digital environment through which the needs 
of the people can be served. It is intended to 
provide information and services to the public 
in an accessible, consistent and intuitive way. 

Expectations for technology-enabled 
Government and public services continue to 
rise as the public becomes more accustomed 
to digitally provided services in both their 
home lives and for commercial transactions. 
The prevalence of mobile devices and the 
emergence of new types of technology 
presents an opportunity for Government 
and public services to connect easily with 
customers and to give them the most 
effective and efficient services possible.

To realise this vision, Action 1 Team is working 
to provide citizens with the best online 

experience from beginning to end. This will be 
achieved through a smart, searchable Digital 
Services Gateway, easy-to-follow instructions, 
clear and secure payment methods, and 
fast, high-quality digital service delivery. 
Understanding the citizens’ expectations of 
digitalisation and what digital government 
services means to the public is key to ensuring 
intended outcomes are achieved.

The action team responsible for driving 
this programme is led by the Public Service 
Leadership Board chairperson, Robert Watt, 
and implementation is co-ordinated by the 
Government’s Chief Information Officer, Barry 
Lowry. 

Four core initiatives were identified by the 
action team for prioritisation. Progress on 
these is detailed below.

Engaging with our customers

 » Consultation undertaken by the Office of the Government Chief Information Officer 
(OGCIO) to identify citizens’ difficulties when trying to interact with the State digitally.   
The process resulted in 11 concrete recommendations for implementation.

 » Masters Degree Students in Trinity College Dublin’s programme on Digital Marketing 
were engaged as part of their learning experience to examine ‘pain points’ in dealing with 
the Irish State in a digital context.  

Procurement - Developing a portfolio management tool

 » The OGCIO worked throughout 2018 to develop a procurement strategy for a portfolio 
management tool which will be available for public service bodies to implement. The 
portfolio management tool will enable public servants to manage individual projects, 
programmes of separate but related projects, and portfolios of programmes. The  
associated tender is due to go to the market during 2019.
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Implementation of the Digital Services Gateway - Gov.ie

 » So far, five Government Departments have fully migrated to the Digital Services 
Gateway, gov.ie, with further migrations expected later in the year.

Creating a digital services catalogue and digital post box

 » A digital services catalogue template, to be populated by the various sectors, was 
developed to record and classify services. 

 » A digital post box service is being commissioned from the digital services catalogue and 
is expected to be launched by the end of 2019. All public service bodies will be able to 
communicate with individuals through this single shared platform. 

 » The digital post box service:

 » is to be offered on an opt-in basis;

 » will improve citizens’ choice around the receipt of government communications; 

 » will allow citizens to receive their government/public service post digitally via a  
secure electronic mailbox;

 » is, over time, expected to result in significant savings in terms of postage costs.
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Priority Action 4: Significantly 
improve communications and 
engagement with the public
Action 4 aims to enhance engagement and 
accountability around the delivery of public 
services so that the public and businesses 
have greater input into the planning, design, 
implementation and review of public services.

This action focuses on supporting public 
service organisations in continuing to 
improve engagement with the public and 
businesses through available structures, 
and in seeking new and emerging platforms.  
This will be achieved through development 
and application of new approaches to 
policy design, evaluation, consultation, 
and implementation, as well as identifying 
international best practices in government 

communications.  Understanding the 
evolution of public service communications 
and user-centred service design is key to 
ensuring that measurable outcomes for this 
action are achieved.

Our Public Service 2020 Action 4 Team is 
being led jointly by the Secretary General of 
the Department of Housing, Planning and 
Local Government, John McCarthy, and the 
City and County Management Association 
Chairperson, Jackie Maguire.  It has 
representation from the main sectors of the 
public service, along with expert support from 
the Government Information Service (GIS) in 
the Department of the Taoiseach.

Two core initiatives were identified by the 
action team for prioritisation. Progress on 
these is detailed below.

Move towards proactive communications culture and enabling a communications 
strategy

 » A Review of International Practices in Government Communications was prepared in 
consultation with the OPS2020 PMO and the Government Information Service (GIS).

 » The Government Communications Network was established in July, 2018. The Network 
has grown and, at 30th June 2019, had over 400 members from across the civil and 
public service.

 » Heads of Communications have been appointed across 13 Departments. The first 
competition for communications staff was launched by the Public Appointments Service 
in May 2019.

 » Reflecting changes in the communciations environment, the GIS delivered the first 
bespoke training course in Mobile Journalism in June 2019 to 40 staff across the civil and 
public service.
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Institute structured citizen engagement mechanisms across the public service 
 » Case studies are being developed on best practice in citizen engagement, in collaboration 

with researchers and public policy experts. These aim to identify the aspects of the 
design that worked and lessons learned that could inform future citizen engagement.

 » Two case studies have been undertaken with the assistance of the Institute of Public 
Administration and the University of Limerick;-

 » Comhairle na nÓg  and the National Strategy on Children and Young People’s 
Participation in Decision-making 2015 – 2020

 » €300k Have Your Say (South Dublin County Council)

 » A further three case studies on citizen engagement will be undertaken during 2019. 
These will be published with an overarching paper that will identify key factors to be 
considered when designing a citizen engagement initiative. 
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Pillar 1 Case Studies : 
Rating Digital Services for 
Citizens 
How can we be sure that citizens are getting 
the digital services they want in a manner 
they can use?

In October 2018, the Office of the 
Government Chief Information Officer 
(OGCIO) engaged with the TCD Masters’ 
in Digital Marketing programme seeking to 
understand citizens’ experiences and identify 
areas of improvement for online government 
services. The project was part of the Enabling 
Digital Ireland programme, which seeks to 
capture the voices and experiences of people 
at different life stages, and their experiences 
interacting with government services.

The students engaged with citizens to 
understand what they like about digital 

government services, where government 
could do better, ideas for new online 
government services, and potential barriers. 
The project covered a diverse range of 
government services, including paying tax in 
your first job, applying for a driving licence, 
immigration, and registering to vote.

The research found that digital government 
services, including some considered as 
exemplars, can fall short of expectations on 
a range of fronts. The consistent theme was 
that there is little evidence of the voice of 
the customer being heard when government 
bodies design digital services. These findings 
are helping the OGCIO to make informed 
decisions on future digital public services and 
Trinity will work with the OGCIO again for 
the 2019/20 cohort.

Minister of State Patrick O’Donovan TD meets the winners of Trinity Business School’s government 
research project competition
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Housing Assistance Payment 
Robotics Pilot 
Limerick City and County Council operate 
the Housing Assistance Payment Shared 
Service Centre (HAP SSC) on behalf of the 
local government sector and are continuously 
striving for ways to improve their business. 
The organisation deals with more than 47,000 
tenancies and 27,000 landlords, makes 
payments in excess of €400 million, and 
collects more than €100 million in rents. By 
2021 it is anticipated that the HAP SSC will 
deal with 80,000 tenancies, 55,000 landlords 
and €600 million in payments.

In order to help deal with these volumes, the 
deployment of Robotic Process Automation 
(RPA) in the HAP Shared Service Centre 
was investigated. During 2018 a proof 
of concept pilot project was carried out 
by Agilisys, examining 3 micro processes 

within the centre. The proof of concept 
project demonstrated that opportunities 
for efficiencies and savings can be achieved 
through the deployment of RPA.

Applying the outcome of the proof of concept 
project to a business case, it was concluded 
that if 10 complex processes could be 
replaced by RPA, then considerable savings 
could be made, while at the same time 
improving services to all key stakeholders.

The HAP SSC is now seeking to identify 
existing processes where RPA may 
be immediately deployed, as well as 
opportunities for further business systems 
integration and automation within the HAP 
SSC.

HAP Tenant Information Booklet

Housing Assistance Payment (HAP)

Tenant Information Booklet
Your questions answered

www.hap.ie
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The Environmental Protection 
Agency – communicate 
with citizens and strive for 
behavioural change. 
The Environmental Protection Agency 
(EPA) has several platforms through which 
it communicates with the public including 
through its website epa.ie, newsletters and 
social media. The EPA has almost 40,000 
followers on Twitter catering for specific 
interests including how to live green, climate 
news, research news, air quality, ecology, 
bathing water information, radon, and waste 
and water resources. A new online portal for 
citizen science in Ireland was also recently 
developed on their website. Citizen science 
is research carried out by members of the 
public who volunteer to collect scientific data. 
The portal allows interested members of the 
public to find information about both EPA 
and national citizen science projects in one 
location. Other initiatives include:

Beaches.ie is a mobile-enabled website that 
provides information about bathing water at 
Ireland’s beaches. The website allows people 
to access the information they need before 
setting out to enjoy a day by the water. 

Catchments.ie allows easier public access to 
water-related environmental data that has 
been gathered by the EPA and other bodies. 
Key features of the site include maps and 
community-based stories, making it easier for 
people to get information about water quality 
in Ireland and to get involved in protecting 
their local catchment. 

The iPhone app, ‘See it? Say it!’ helps people 
to report environmental pollution in their 
towns and villages. People can use the app 
to report a pollution incident the moment 
they see it. You can now take a photograph 
of the pollution incident, input GPS location 
coordinates, add a summary description of the 
issue and this will automatically be sent to the 
relevant local authority for follow up. 

www.epa.ie/irelandsenvironment/ won 
the ‘General’ category at the eGovernment 
Awards in 2016 for the redesign of Ireland’s 
environment web resource. It provides 
for easier public access to environmental 
data under eight environmental themes. 
Information is available in a variety of formats, 
including videos, charts, infographics and fact 
sheets.

Brona and Katie were on hand to help launch the beaches.ie mobile app in Galway
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The Citizens’ Assembly- 
Department of the Taoiseach 
The Citizens’ Assembly was an exercise in 
deliberative democracy which placed the 
citizen at the heart of important legal and 
policy issues facing Irish society. 99 citizen 
members considered five distinct topics over 
19-months. The five issues the Assembly was 
mandated to consider were:

1. the Eighth Amendment of the 
Constitution (which concerned 
abortion);

2. how we best respond to the 
challenges  and opportunities of an 
ageing population;

3. how the State can make Ireland a 
leader in tackling climate change;

4. the manner in which referenda are 
held; and

5. fixed term parliaments.

Over 80 voted recommendations were 
made in four reports on the five topics. The 
reports were submitted to the Houses of 
the Oireachtas for further debate by elected 
representatives. 

The secretariat to the Assembly went to 
considerable efforts to ensure that all 
submissions and assembly proceedings 
were accessible to the members, and to 
the public more generally. Approximately 
15,000 submissions were published on the 
Assembly website and all public sessions of 
the weekend Assembly meetings were live 
streamed and available on the website. 

The engagement of, and the collaboration 
with, academics and professionals helped the 
Chair and the secretariat navigate complex 
and challenging issues. 

The Assembly proved to be a very novel and 
innovative model of engaging citizens and 
the public. The outcome of the Assembly’s 
deliberations on the Eighth Amendment of the 
Constitution saw the Assembly’s result almost 
exactly mirror that of the wider electorate in 
the subsequent Referendum (64% and 66% in 
favour respectively).

By operating on the principle of maximum 
openness and transparency, a repository 
of events and information was created, 
which continues to be accessible at www.
citizensassembly.ie. 

L to R: Gabrielle McGovern, Ellen Stewart, Sharon Finegan and Gráinne Hynes



23

Our Public Service 2020 - First Progress Report

Delivering for Our Public -   
Gov.ie 
The gov.ie website represents a significant 
step forward when it comes to the digital 
delivery of services and information.            
gov.ie is a shared website for all Government 
Departments which means that users can 
understand the services and policies the 
government offers from one single location, 
instead of having to visit all 17 departments 
individually.

gov.ie is much more than a website. 
It represents a dramatic shift in how 
government communicates with people and 
business. gov.ie will deliver content in a way 
that focuses on the user of the services rather 
than the providers of those services. It will 
help make content more accessible by:

 » designing content for users’ needs

 » using plain English

The gov.ie team, based at the Office of 

the Government Chief Information Officer 
(OGCIO), are working with each Government 
Department as it transitions from its existing 
departmental website, and is at hand to offer 
training, advice and guidance when it comes 
to using the new website.

Departmental websites that have been added 
to gov.ie so far include Public Expenditure 
and Reform, Finance, Rural and Community 
Development, Transport, Tourism and Sport 
and the Department of the Taoiseach.

More Departments are currently in the 
pipeline, and all Departments are expected to 
have made the transition by mid-2020.

gov.ie underpins multiple efforts by the public 
service to improve digital services including:

 » Our Public Service 2020 (accelerate digital 
delivery of services)

 » Public Service ICT Strategy (Digital First)

 » eGoverment Strategy (we will deliver a 
digital services gateway)
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An Garda Síochána (AGS): 
Active Mobility Service (AMS) 
Under A Policing Service for the Future (APSFF), 
An Garda Síochána has committed to key 
deliverables across a number of business 
areas. The ACTIVE Mobility programme 
represents the delivery of the Mobility 
Strategy under APSFF.  ACTIVE stands for 
Accessible, Community Based, Transparent, 
Innovative, Visible and Effective. 

In December 2017 a pilot programme began 
in Limerick with 50 members of An Garda 
Síochána using Garda apps to allow them 
to access their email on the move, check a 
vehicle’s history and tax status, and to work 
more efficiently with local business and 
community groups.  The pilot was due to be 
completed in mid-2018, but was extended 
until the end of September 2018 to facilitate 
the addition of Traffic Apps, Integration with 
Smart Vehicles and a mobile solution for Non-
Networked Stations. 

An evaluation report of the pilot showed 
demonstrable outcomes and improvements 
for front line members in An Garda Síochána.  
The Garda members have been more visible 
in the community, bringing the station right 
into the heart of the community. It allows 
Garda members and staff to be more efficient 
and effective by having mobile access to 
relevant core policing applications, a wide-

range of real-time information and the ability 
to input and update information ‘On-the-Go’. 
It also allows for greater quality of data input, 
accountability, transparency and governance.

Following the successful pilot in Limerick, 
An Garda Síochána has committed to deliver 
a full mobility business case, with a further 
commitment to procure and rollout 2000 
devices, called Mobile Data Stations (MDS), 
to key front line Garda roles in 2019. The 
Pilot in Limerick has proven that the frontline 
member can have secure connectivity to back 
office systems using their MDS. With security 
from the Enterprise Mobility Management 
Platform (EMM) and secure access to data, 
users have access to Garda applications 
with the required level of security controls 
on official mobile devices. The MDS gives 
frontline members data certainty, where Apps 
based on improved business processes have 
replaced manual and paper processes and 
delivered demonstrable efficiencies.    

The mobility project is aligned with other 
work-streams and projects under APSFF. 
Members now have access to PULSE data 
for Fixed Charge Notices and Traffic Apps 
and a Portal App for official notifications and 
bulletins. There has also been a successful 
pilot of an app to integrate with the new 
Roster and Duty Management System 
(RDMS).

L to R: Garda Brian Duddy, Garda Nick Jones and Garda Oliver Gee show off the new app
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Leading Europe in the 
Interpretation of Complex DNA 
Evidence. Forensic Science 
Ireland
DNA evidence often plays a critical role 
in criminal cases and the interpretation of 
complex DNA evidence is challenging. In 
2016, Forensic Science Ireland (FSI) became 
the first forensic science laboratory in 
Europe to implement the most advanced 
software system for interpreting complex 
DNA evidence. This has reduced the risk of 
errors and enabled FSI to interpret complex 
DNA results that were previously beyond its 
capability. As a result, FSI is now assisting the 
Criminal Justice System in more DNA cases 
than ever before.

FSI engaged in an international collaboration 
with software developers in New Zealand and 
Australia, and with leading forensic science 

labs in the UK and USA, including the FBI, 
to verify the system and its interpretations. 
The project team further engaged with 
An Garda Síochána, the Director of Public 
Prosecutions (DPP) and the courts at all 
stages to reassure stakeholders that the 
process was independently verified to be of 
the highest possible standard. In addition, 
FSI has obtained accreditation for this new 
system to the ISO 17025 standard from the 
Irish National Accreditation Board (INAB).

The software was used in 67 cases in 2016, 
150 cases in 2017 and 180 cases in 2018. 
Many of these involved serious crime, 
including suspicious deaths and sexual assault 
cases that could not have been advanced 
without the software. DNA evidence 
interpreted using the software was ruled 
admissible by the Special Criminal Court in 
December 2017.

L to R: Dr Sibeal Waldron, Dr Edward Connolly, Dr Geraldine O’Donnell (Director of DNA) and Dr Alan

Magee 
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The Innovating for Our Future pillar of Our 
Public Service 2020 has six headline actions 
designed to support innovation, informed 
policy-making and the application of evidence 
and evaluation. In addition to refocusing 
the culture of the public service to one that 
embraces innovation, this pillar also cites 

collaboration, greater reliance on established 
programme and project management 
methodologies and the development of 
skills in strategic planning as key actions that 
are needed to prepare our public service 
for a dynamically changing, and often 
unpredictable, future.

Actions 6 and 10 were selected by the Public 
Service Leadership Board as priority actions 
in 2018.

Action teams of experts from across the 
public service have been established to drive 
forward the headline actions and support 
delivery of the sub-actions.

While this chapter focuses on the activity 
underway on the priority actions, it is 
important to highlight that there is significant 
activity in this pillar theme generally, including 
many activities initiated independently of Our 
Public Service 2020. 

The infographic that follows was drawn 
from the implementation plans which were 
submitted by the six main sectors, other 
Departments and major Offices in 2018 to 
illustrate strategies and activities that align 
with the pillars of, and actions in, Our Public 
Service 2020.
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Priority Action 6 – Promote 
a culture of innovation in the 
public service
The focus of this action is to promote 
innovation across the public service, including 
alternative and novel service delivery options. 
The public service needs to create new ways 
of working and to champion change if the 
needs and expectations of the public are to be 
met. The public service needs to be facilitated 
in undertaking managed risk. Achievement 
also needs to be recognised and rewarded. 
We need to share our success and learn from 
our failures. 

Our Public Service 2020 Action 6 Team is 
jointly led by the Secretary General of the 
Department of Business, Enterprise and 
Innovation, Dr Orlaigh Quinn, and the Chief 
Executive Officer of Enterprise Ireland, Julie 
Sinnamon. It has expert representation from 
the six main sectors of the public service, 
and has support provided internally within 
the Department of Business, Enterprise and 

Innovation, as well as external support from 
the Department of Public Expenditure and 
Reform.

The action team’s vision is that, by 2020, the 
culture in the public service will be one that 
supports and encourages innovation among 
public service employees, optimises public 
service delivery, and values client satisfaction 
in accessing public services.

In order to set about achieving this 
vision, the action team developed a set of 
initiatives, changes and actions to optimise 
the conditions and culture for innovation 
in the public service. The team provides 
the collective leadership to communicate, 
incentivise and mainstream these initiatives 
across the public service.

The action team identified 12 high level 
initiative areas for implementation over the 
lifetime of the plan, with the initial focus 
on five core initiatives. Progress on these is 
detailed below.

Baseline the current innovation culture of the public service and barriers to innovation

 » In December 2018, the Public Service Leadership Board received the final report and 
recommendations of a report commissioned under the Structural Reform Support 
Programme (SRSP) of the European Commission to examine the current state of 
innovation in Ireland’s public service against a set of international comparators. This 
baseline provides for the development of an innovation strategy and innovation actions 
going forward. A number of recommendations are being implemented including the 
initiatives below.
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Identify and invest in innovation skills and skills gaps

 » Action 6 Team initiated an innovation skills mapping exercise to determine what 
interventions are currently available to public servants in the general discipline of 
innovation.  A report on this mapping exercise will be completed in the second half of 
2019. 

 » The Reform and Delivery Office, Department of Public Expenditure and Reform is  
engaging with providers to roll out courses in public service innovation in Autumn 2019 
in addition to scoping out the possibility of an accredited diploma in public service 
innovation in 2020.

Establish a dedicated fund to support public service innovation

 » The new Public Service Innovation Fund was launched in May 2019. 

 » 136 applications were received from organisations across the public service.

 » 18 projects have been funded under this pilot fund.

Declaration on public service innovation (see next page)

 » A Declaration on Public Service Innovation was developed by Action 6 Team and 
approved by the Public Service Leadership Board in March 2019.  The next phase 
involves communicating the declaration to all public service bodies in Ireland and asking 
them to sign up to its principles.

Establish an Irish Public Service Innovation Network

 » Following on from research undertaken, Action 6 Team recommended the creation of an 
“Innovation Culture Network”. The network will be established in September 2019.
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Priority Action 10 – Embed 
programme and project 
management
The vision for Action 10 is to further 
strengthen programme and project 
management as a professional discipline in 
order to efficiently manage both current and 
capital programmes and projects. 

Developing and maintaining the public 
service’s capacity to programme and project 
manage initiatives will be critical to the 
success of key Government priorities. These 
disciplines require the ability to clearly 
identify priorities and effectively allocate 
resources, monitor progress and deliver 
results.

The Action 10 Team considers it vital that 
public service programme and project 
managers have access to the necessary 
tools. Programme and project management 
should be considered a core function and 

competence across the public service. The 
use of benefits realisation techniques can 
add further value to programme and project 
management methodologies (benefits 
realisation is a type of post-implementation 
review that focuses on the realisation of the 
anticipated business benefits).

Additionally, programme and project 
management will be enhanced across the 
public service by expanding the Project 
Managers’ Network. This will be key to 
driving collaboration and innovation and the 
exchange of knowledge.

This action is being jointly led by the Secretary 
General of the Department of Defence, 
Maurice Quinn, and the Chief of Staff of the 
Defence Forces, Vice Admiral Mark Mellett.

Three core initiatives were identified by the 
action team for prioritisation. Progress on 
these is detailed below.

Identify pilot policy/strategic projects to demonstrate the benefits of programme and 
project management

 » A portfolio of exemplar case studies from across the public service is being compiled.

 » Catalogue and reference guides are under development.

Develop reach of the current Civil Service Project Management Network (CSPMN)

 » Developing the reach of the CSPMN is raising awareness in the wider public service 
project management community of issues such as:

 » significant recent changes to the Public Spending Code, and to the requirements of 
the code in ensuring value for money in public expenditure more generally; and 

 » the future establishment of an OGP procurement framework which will allow public 
service bodies to easily access a Software application for Enterprise, Project and 
Portfolio Management (EPPM) and associated services.

 » Governance issues for the rollout of a combined project management network for the 
civil and public service have been examined.

 » An online information-sharing solution is being finalised.
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In addition the action team sponsors are pursuing a series of bilateral meetings with their 
PSMG colleagues and their teams to develop next steps.  These next steps will seek to identify 
the further collective measures to further Action 10, establish any important linkages with 
other Our Public Service 2020 actions, consider how project management governance issues 
can be progressed, how a governance initiative might support other actions, and consider any 
particular aspects relating to sectoral implementation.

Publish public service handbooks for programme and project management

 » A Project Management Handbook for the Public Service is being developed with links to 
the portfolio of exemplar case studies referred to above.  
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Spark Innovation Programme
The Spark Innovation Programme was 
established by National Doctors Training and 
Planning in July 2017 to encourage innovation 
amongst doctors to improve the quality of our 
health service. This multi-faceted programme 
recognises that these frontline staff are 
ideally placed to make improvements, and 
provides them with the resources they need 
to deliver creative solutions. 94 projects 
were funded during the first 18 months of 
the Spark Programme, each of which has the 
potential to significantly impact patient care 
and reduce costs. In addition to funding, the 
Spark Programme provides healthcare staff 
with training supports, collaborative spaces 
such as the Spark Innovation Pod and access 
to mentors through the Spark Connects 
network. 

Initiatives such as the Spark Summit, Spark 
Innovation Pod and Spark Ignite have 
highlighted that solutions are most valuable 
when staff from many disciplines collaborate 
to solve problems. The Spark Programme 
has transitioned to the Quality Improvement 
Division of the HSE, an acknowledgement of 
the importance of harnessing the creativity of 
all healthcare providers.

The Spark Programme was nominated for 
a Chartered Institute of Personnel and 
Development (CIPD) HR Award for employee 
empowerment and trust in 2019. 

Pillar 2 Case Studies

Lorcan Birthistle. Chief Executive, St. James’s 
Hospital

Spark Innovation Pod, St. James’s Hospital
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Blockathon – Department of 
Finance and Department of 
Public Expenditure and Reform
Over the weekend of 25 to 27 January 
2019, a hackathon was jointly hosted by 
the Department of Public Expenditure and 
Reform and the Department of Finance, 
supported by EI and the IDA, and held at 
the Tangent Centre in Trinity College. The 
purpose of the hackathon was to identify and 
analyse potential real-life uses of Distributed 
Ledger Technology (DLT), popularly known 
as ‘blockchain’, in Irish public services. A 
Hackathon is a 2-3 day event in which a group 
of computer programmers meet to solve 
specific problems with a technical solution. 
At the end of the event, a panel of judges 
determines the best solutions and prizes are 
awarded.

Problems explored included: medical device 
tracking in the HSE; verifying CSO data; 
tracking State Aid payments for Enterprise 
Ireland; and aggregating tolling information 
for Transport Infrastructure Ireland. Solutions 
were judged on four main criteria: innovation, 
relevance, solution, and proof-of-concept. 

Solutions were made available on GitHub by 
the developers.

This initiative sought to develop a deeper 
understanding of the potential that blockchain 
technology has to be leveraged in public 
services in order to improve current processes 
and user experiences. It also allowed 
public servants to explore the potential for 
generating efficiencies using this emerging 
technology. Expert stakeholders were sourced 
from the growing blockchain community in 
Ireland to judge and mentor the participating 
teams. This approach also helped to promote 
cross-functional collaboration between 
Government, academia, and the private 
sector.

This initiative built on work previously 
undertaken by the interdepartmental working 
group on blockchain and virtual currencies 
launched by the Minister for Finance in March 
2018. Furthermore, this project demonstrated 
a commitment to drive innovation in policy 
design and service delivery, as well as 
promote a culture of innovation across our 
public service by using novel and alternative 
mechanisms for solving problems faced by our 
public services. 
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Department of Business, 
Enterprise and Innovation - 
Innovation Week 2019 
In January 2019 the Department of Business, 
Enterprise and Innovation (DBEI) delivered its 
first innovation week, devised and delivered 
by the Department’s innovation sub-group, 
made up of enthusiastic volunteers. The 
programme drew significant attention and 
focus to innovation, its many forms, and how 
staff could partake in innovative-thinking and 
collaboration.

The Ideas Call kicked off activities on 7 
January and resulted in 118 ideas from 76 
people in the Department. The top ten ideas 
were shortlisted, and finalists were invited to 
make a pitch at the Finale event. Feedback 
was given to all those who submitted ideas, 
and the vast majority of ideas outside of the 
top ten are also being considered by managers 
in the relevant areas for implementation 
where appropriate and possible. 

The DBEI Hackathon, a first for the Civil 
Service, and facilitated by the DCU Ryan 
Academy, brought together 80 colleagues 
from DBEI and 15 other departments, offices 
and agencies on 21 January 2019. 

Ten groups hacked themes devised by the 
DBEI Management Board including: how 

can we better collaborate to share corporate 
knowledge and experience in the context of 
succession planning; and how can we improve 
stakeholder engagement in particular to 
better inform design of policy and supports 
for business.

The Innovation Week ’Tea Talks‘ programme, 
which boasted a list of 12 impressive 
speakers, was designed to inspire and 
introduce a variety of innovative concepts and 
ran over 5 days. The talks were TED-style in 
design and the 15-minute inspirational talks 
were programmed just after lunch each day.

Over 27 innovation-themed articles were 
posted to the Department’s Intranet both in 
the run-up to, and during, Innovation Week. 
These articles outlined inspiring stories of 
innovation in the public service, profiled 
speakers and promoted Innovation Week 
activities. 

The Innovation Week Finale Event at the 
Foundry in Google on 1 February 2019 
saw the culmination of the month’s focus 
on innovation. The Ideas Call finalists were 
invited to pitch their ideas at the finale. 
Some 250 people, comprising DBEI staff and 
colleagues from 15 other departments and 
agencies, attended the finale. 

L to R: Dr Orlaigh Quinn, Secretary General, Department of Business, Enterprise and Innovation; Tracy 
Fitzpatrick; Kieran Harrington; and Rob Walsh, Employment Permits Section, winners of DBEI’s Call for 
Ideas as part of the DBEI Innovation Week 2019
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Structural Reform Support 
Service
The European Commission set up the 
Structural Reform Support Service (SRSS) 
in July 2015 to help EU countries carry 
out reforms to support job creation and 
sustainable growth. 

The SRSS coordinates and provides tailor-
made technical support to EU countries, in 
cooperation with the relevant Commission 
services. The support is notably provided 
through the Structural Reform Support 
Programme (SRSP). The objective is to help 
EU countries build more effective institutions, 
stronger governance frameworks and 
efficient public administrations. Such support 
reinforces the capacity of EU countries to 
design and implement policies to support job 
creation and sustainable growth.

Areas of support include:

 » governance and public administration

 » revenue administration and public 
financial management

 » rule of law, anti-corruption, anti-money-
laundering and anti-fraud activities

 » investment climate

 » public assets

 » energy union and climate issues

 » education

 » sectoral policies

 » health care

 » labour market issues

 » financing and access to finance, capital 
markets union (CMU)

 » migration and border control

The Reform Evaluation Unit, Department 
of Public Expenditure and Reform,  is the 
coordinating authority in Ireland for SRSP. 
Ireland received support from the SRSS for 
5 projects under SRSP 2018 and 10 projects 
under SRSP 2019. These included work on 
embedding innovation in Ireland’s public 
service.

L to R: David Owens, Hannah Herzig, Marlene Madsen, Daniele Dotto, Dr Lucy Fallon Byrne, Mary Austin, 
Jovana Jovovic, Gabriela Tschirkova, Joan O’Toole
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Public Service Innovation Fund
The Public Service Innovation Fund is a 
competitive fund that aims to support 
innovative ideas from across public service 
organisations and turn them into a reality. 
Funding of up to €50,000 per successful 
project was available for the first iteration of 
the Fund. 

Public servants were encouraged to think 
about whether they had a great idea that 
could add value to their organisation and/or 
improve services for the public. The fund was 
established to support those public servants 
in turning their ideas into a reality. 

The Fund, with a 2019 budget of €500,000, 
was launched in May 2019, and sought 
innovative projects that could be realised 
in 2019 - projects that were scalable, and 
ideas that were transferable within the public 
service. It was important that projects had a 
strong focus on outcomes and impact. 136 
applications were received from across all 
sectors and the successful projects are due to 
be announced in September 2019. Full details 
of the scheme are on the Our Public Service 
2020 website www.ops2020.gov.ie 
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The Developing Our People and Organisations 
pillar of Our Public Service 2020 has seven 
headline actions that aim to support public 
servants and their organisations. 

The actions focus on sharing best practice 
in the areas of strategic human resource 
management, strategic workforce planning, 
continuous and responsive professional 
development, performance management, 
employee engagement, public service culture 
and values, and equality, diversity and 
inclusion. 

Actions 13 and 14 were selected by the 
Public Service Leadership Board as priority 
actions in 2018.

While this chapter focuses on the activity 
underway on the priority actions it is 
important to highlight that there is significant 
activity in this pillar theme generally, including 
many activities initiated independently of Our 
Public Service 2020. 

The infographic that follows was drawn 
from the implementation plans which were 
submitted by the six main sectors, other 
Departments, and major Offices in 2018, to 
illustrate strategies and activities that align 
with the pillars of, and actions in, Our Public 
Service 2020.
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Action 13 – Mainstream 
strategic workforce planning in 
the public service
The focus of this action is to support strategic 
workforce planning across the public 
service to enable a whole-of-public service 
perspective on the key trends and drivers 
for workforce challenges, likely impacts on 
organisational capacity, and the associated 
public expenditure implications.

Mainstreaming strategic workforce planning 
will allow for more effective forward planning 
and identification of what future skills are 
required, as well as where and when.  There 
are a number of key challenges ahead, 
including the significant projected retirements 
in the public service over the next five 
years and the associated potential loss of 
knowledge and essential skills.

This will require balanced recruitment 
and retention of staff. It will be necessary 
to identify opportunities to support the 
enhancement and development of new skills 

for existing staff as well as to plan for a future 
public service workforce pipeline.

The purpose of Action 13 is:  

 » to advance strategic workforce planning 
as a discipline within the public service

 » to ensure the value of strategic workforce 
planning is understood across the public 
service

 » to provide for an aligned approach to 
workforce initiatives to address cross-
sectoral challenges  

Action 13 Team is jointly led by the Secretary 
General of the Department of Health, Jim 
Breslin, and the Director General of the 
Health Service Executive, Paul Reid.

To provide for an aligned approach to 
strategic workforce planning initiatives to 
address cross-sectoral challenges and build 
on embedding workforce planning across 
the public service, five core initiatives were 
identified by the action team for prioritisation.  
Progress on these is detailed below.

Creation of common understanding

 » A Strategic Workforce Planning Definition and Guiding Principles has been agreed. 

Standardise the approach to data 
 » An examination of existing data used across the public service in strategic workforce 

planning was undertaken and common data-sets across sectors were identified. Common 
standards and definitions are being agreed.

Communicating the value   
 » Strategic workforce planning is now established as a competency in HSE Leading Care III 

Programme.

 » Inaugural HSE Strategic Workforce Planning Conference held in February 2019.

 » Civil Service strategic workforce planning workshops and training for HR managers have 
taken place. Training resources have been created and rolled out.
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Addressing systemic challenges     
 » The Reform Evaluation Unit, Department of Public Expenditure and Reform and the 

Central Statistics Office have commenced a project on capturing and analysing job churn 
across public service organisations.  

 » Updated Institute of Public Administration Research Paper on Strategic Workforce 
Planning in the Public Service was published in July 2019.

Network for shared learning      
 » Research is underway to develop a strategic workforce planning resource area on the 

OPS2020 website to support strategic workforce planning in the public service.

 » A strategic workforce planning resource area was developed on the HSE portal 
(HSELanD).

JOANNA O’RIORDAN
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Process for the recognition of core skills   
 » An approach to the identification of core skills for use across the wider public service is 

being developed.

 » The positive lessons learned from collaboration between the Institute of Technology 
Carlow, the Defence Forces and other organisations is being shared across the public 
service.  The Defence Forces programmes were based on the recognition of ongoing and 
prior learning (and certification within the National Framework of Qualifications) of the 
skills, knowledge and competencies required to operate at different levels in the Defence 
Forces.

 » Other sectors will pilot a similar collaboration.

Experiential learning opportunities  
 » A case study is under discussion with the HSE on the Department of Health’s Connecting 

project with the aim of identifying lessons learned and to adapt the project for cross 
organisational work placement opportunities in the wider public service.

Sharing leadership CPPD models  
 » Research is underway to identify key learning from the Centre for School Leadership and 

the HSE’s Leadership Academy programmes. 

Action 14 – Continuous 
and responsive professional 
development
The vision for this action is the development 
of a public service that values learning and 
development to support meaningful career 
pathways for professionals and generalists, 
irrespective of grade or location, and provides 
opportunities for personal and professional 
development that benefits the individual, the 
organisation where they work, and the citizens 
they serve.

The aim is to encourage a culture across our 
public service organisations that is people-
centred and learning-focused. This is to provide 
an environment in which learning and personal 
and professional development are recognised 
and valued as key success factors in building 
an agile workforce, developing and retaining 
people, and delivering quality services.

This action incorporates all of the learning and 

development initiatives and opportunities which 
impact on the roles that people currently have 
across the public service, as well as the roles 
they will have in the future. It is not limited 
to purely ’professional’ training as required in 
specific areas, such as medicine and teaching. 
Instead, it includes providing for learning 
and development opportunities, allowing for 
mobility and temporary secondments, and, 
where necessary, changing cultural values to 
reinforce Continuing Personal and Professional 
Development (CPPD) offerings.  It is about 
developing an agile workforce which is prepared 
for, and can work with, change and complexity.  

Action 14 Team is jointly led by the Secretary 
General of the Department of Education and 
Skills, Seán Ó Foghlú, and the Director General 
of the Higher Education Authority, Paul O’Toole. 

Three core initiatives were identified by the 
action team for prioritisation. Progress on these 
is detailed below.
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Health Service Executive - 
Inaugural Strategic Workforce 
Planning Conference
The Health Service ‘People Strategy’ sets out 
to develop an integrated multi-disciplinary 
workforce planning framework based on best 
practice to add value, attract and retain talent 
and deliver on organisational goals.  Working 
Together for Health - A National Strategic 
Framework for Health and Social Care 
Workforce Planning (November 2017) sets 
out an 18 month action plan in collaboration 
with the Strategic Workforce Planning and 
Intelligence Unit. 

The unit held their Inaugural Strategic 
Workforce Planning Conference on 20 

February 2019.  The conference provided the 
opportunity to both learn from, and engage 
with, national and international speakers. It 
was fully booked and well received by all, with 
very positive feedback.

The conference provided interesting insights 
into health workforce challenges, regional and 
national policies, international and national 
research, and practice in other jurisdictions 
being used to address and respond to these 
challenges. It also provided the platform 
to build on work to date by supporting 
and strengthening the strategic workforce 
planning agenda, and by bringing together key 
stakeholders across the health sector.

Pillar 3 Case Studies



47

Our Public Service 2020 - First Progress Report

Learning Event for Continuous 
Professional Development
In March 2019 phase 1 of the Action Team 
14 project saw the Department of Education 
and Skills host a Learning Event “Collaborating 
with Education Providers to Empower our 
People.” This was designed to share the 
positive lessons learnt from collaborative 
work done between the Institute of 
Technology Carlow, the Defence Forces and 
other organisations.  These programmes were 
based on the recognition of ongoing and 
prior learning (and certification within the 
National Framework of Qualifications) of the 
skills, knowledge and competencies required 
to operate at different levels in the Defence 
Forces.  

The learning event brought together key 
stakeholders from across Ireland’s civil 
and public services to look at how we can 
innovate and collaborate to deliver better 
services to the public. It also included 
speakers from Cork Institute of Technology 
and the VHI.

Phase 2 of this project will look at the 
applicability of a similar approach in another 
sector and a pilot project. Further phases of 
the project will explore possible identification 
of a suite of public service core skill modules, 
and ultimately the publication of a guide to 
the engagement, development, delivery and 
review process that could be used by the 
wider public service to work with education 
providers.

L to R: Dr Joseph Collins, IT Carlow; David Denieffe, IT Carlow;  Lt Col Rory McCorley, Defence Forces ; 
Grainne Cullen, DES; Darena Finan, VHI; Dr Alan Wall, DES; Dr Patricia Mulcahy, President  Institute of 
Technology Carlow; Deirdre Goggin, Cork IT
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Property Registration Authority 
- Diversity and Inclusion   
The Property Registration Authority (PRA) 
has continued to promote diversity in all its 
facets and was delighted in 2018 to have won 
a Legal Ireland Irish HR Award in the category 
of Best Diversity and Inclusion Initiative. 

The PRA has also formally incorporated its 
Diversity and Inclusion Committee as part 
of its Governance Framework.  This not only 
facilitates the PRA in meeting its obligations, 
as an employer, to its workforce but is also an 
important staff engagement mechanism. 

A mental health strategy was also progressed 
with focus group sessions held in PRA offices 
in Dublin, Waterford and Roscommon. The 
Strategy – entitled Workplace Mental Health 
Strategy 2019-2021 – was launched in July 
2019.  Under the strategy, information on all 
aspects of diversity was made available on 
the staff intranet (OPRA).  Meeting topics 
included a presentation by a member of the 
Defence forces on his experience as a married 
gay man in developing LGBT initiatives in his 

workplace. In line with the PRA code of ethics 
in considering alternative viewpoints, a staff 
member presented on their faith based view.

Currently the PRA’s LGBT sub-group is 
working with their colleagues in other 
Government Departments to establish the 
first Civil Service Diversity and Inclusion 
Network. The Sub-group on Disability is 
working on a Disability Strategy for the 
PRA and the PRA will be hosting a Diversity 
& Inclusion Day in September 2019. As 
part of its work on promoting Diversity 
& Inclusion, members of the Diversity & 
Inclusion Committee have hosted information 
sessions in the PRA and have presented at 
various information sessions held in other 
organisations.

The PRA is also continuing initiatives such 
as the use of speed texting at meetings to 
facilitate staff with hearing impairment and 
improving access to PRA buildings. 

PRA staff members participating in the Dublin Pride Parade. L to R: Philippa Ryder, Jean Murray, Ann 
Pickett, Aileen McHugh, Pauric Hopkins, Cian Hargadon, & Emma Brent
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Department of Employment 
Affairs and Social Protection 
- Developing our People and 
Organisations
QQI Accredited Learning and Development 
Programme for Frontline Roles

One of the core areas of work for the 
Department of Employment Affairs & Social 
Protection (DEASP) is to support vulnerable 
members of society and provide assistance 
when needed. The Department is committed 
to continuously providing a high quality, 
professional service to customers, and 
recognises the importance of retaining highly 
engaged, committed and qualified staff in 
order to continue to provide this service.

In this context, and in order to embed core 
values and create a shared culture, the 
Department embarked on the development 
of an accredited professional learning and 

development pathway for frontline staff.  
Building on an existing internal functional 
training suite, branded “OneDEASP”, 
DEASP partnered in 2016 with the National 
College of Ireland (NCI) to introduce QQI-
accredited education programmes, and place 
the OneDEASP curriculum on the National 
Framework of Qualifications (NFQ).

Six bespoke, role-specific education 
programmes were designed that expanded 
the internal curriculum and built on the 
occupational profiles of the key frontline roles.  
An additional, non-role-specific programme, 
“Certificate in Social Protection Studies” was 
developed specifically to contextualise the 
work of the Department in broader society, 
and provide knowledge and understanding of 
public and social administration in Ireland.

The seven programme frameworks were 
validated by QQI in November 2018 and 
placed on the NFQ at Levels 6, 7 & 8.

NCI Graduation 2018 - DEASP Students from Dublin and Limerick who successfully completed the L8 
Certificate in Professional Practice in Employability Services.



50

Our Public Service 2020 - First Progress Report 

Road Safety Authority - 
Managing People through 
Change
The Road Safety Authority (RSA) is 
transforming service delivery, which involves 
new working methods for staff. A structured 
approach to help prepare RSA staff was 
introduced, with three pillars:

 » Change management

 » Change communications

 » Performance & learning

These pillars work in tandem, and are 
incorporated into projects delivering on the 
organisation’s Corporate Plan. The RSA is 
also taking a strategic approach to change 
across the organisation, removing silos, and 
supporting consistent, timely and streamlined 
communications.

There is a clear correlation between the 
success of change initiatives and how 
organisations prepare, equip and engage 
their people. In its Corporate Plan, the RSA 
committed to putting its people at the centre 
of everything it does. This is because the 
meaningful involvement of staff is needed to 
achieve the RSA mission of reducing deaths 
and serious injuries on Ireland’s roads.  

Achieving meaningful involvement needs 
to be supported and underpinned by 
communications. The RSA has developed a 
continuous and repeatable communications 
pulse, which utilises existing and new 
communications channels. It includes Town 
Halls led by the CEO - in person or through 
the WebEX video conferencing tool; the 
MyRSA intranet site; and an eNewsletter. 

A new internal communications software tool 
enables delivery of an interactive monthly 
eNewsletter, as well as other important 
notices and event invitations. Not only 
does this inform and engage staff, it also 
encourages a sense of community. Staff can 
comment on and like stories, offering valuable 
feedback and insights into issues which might 
otherwise go unnoticed. The software also 
enables the monitoring of content popularity, 
and the number of staff ‘click-throughs’, which 
can be measured by user group and device 
type, allowing the tailoring of content to 
ensure it stays relevant and engaging. 

An employee engagement survey helps 
measure how well the people-centric 
proposition is delivering, and measurable 
initiatives are in place to support the broader 
delivery of the Corporate Plan. 

L to R:  Paul O Meara, Nessa Kelly, Maria Holmes, Declan Naughton, Aisling Sloyan and Aidan McGinty
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This first progress report on Our Public 
Service 2020 presents significant activity 
and achievements under each pillar. While 
Our Public Service 2020 is embryonic, it has 
the potential to transform the ability of 
public service organisations to cooperate, 
identify gaps, share best practice and address 
common issues in a collaborative way.  

The design of Our Public Service 2020 
governance structures and action teams 
provides the opportunity for networking 
- within each action team, across all the 
action teams, and through established 
networks.  This is a unique opportunity within 
the public service which is increasing the 
potential for collaboration and is giving staff 
the opportunity to have their voice heard in 
reform processes.   

In addition to extending a wider sectoral 
reach, lessons are being learned by all 
stakeholders in relation to governance of 
actions in their own organisations and across 
sectors. Our Public Service 2020 provides the 
opportunity to build on these experiences, 
and explore how governance of public policy 
can be enhanced in practical ways.

Some public service organisations are working 
to realign their approach and organisational 
priorities with Our Public Service 2020 and 
have further leveraged the process to engage 
in a more meaningful way with agencies 
within their sector. Initiatives such as a Staff 
Innovation Forum in the Department of 
Agriculture, and the Department of Business, 
Enterprise and Innovation ‘Innovation Week’, 
(see case study in Chapter 3), have been 
established to provide opportunities for staff 
to speak up and showcase good ideas. 

As initiatives come to fruition it will be 
necessary to turn our focus to actively 
communicating the reform programme 
beyond the stakeholders currently engaged.

Next steps
At the Public Service Leadership Board 
meeting of March 2019, six further actions 
were prioritised for progress during the next 
phase of implementation:
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These further priority actions will see a 
renewed focus on customer service and on 
access to public services through a revitalized 
Quality Customer Service Network. Under the 
innovating for our future pillar this next phase 
of implementation will focus on strengthening 
how quality data can be accessed and used 
across the public service, and on supporting 
evidence and evaluation in the making of 
better public policy. To develop our people 
and organisations, action teams will work 
to drive more strategic human resource 
management and to promote a more equal, 
diverse and inclusive workforce that better 
represents the public we serve.

These second phase priority actions, along 
with the six actions underway since spring 
2018, represent an ambitious agenda that is 
already generating positive results that will 
be evident in the year ahead. The overarching 
goals of Our Public Service 2020 are to deliver 
better outcomes for the public and to build 
public service organisations that are both 
resilient and agile. As our country continues to 
experience a challenging period of significant 
change, social progress must be underpinned 
by reliable public services. Our Public Service 
2020 will support public servants and public 
service organisations in delivering quality 
services to the public and constantly striving 
to do better for us all.

Priority actions for 2019
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Our Public Service 2020: Headline Actions

Appendix 1 



54

Our Public Service 2020 - First Progress Report 

Strong governance is key to successfully 
implementing the actions in Our Public Service 
2020. Shared ownership of the framework 
and committed leadership are essential to 
sustain momentum over the duration of 
the framework and to ensure actions are 
prioritised within public service organisations 
and across sectors. 

To promote shared ownership right across 
the public service, both civil service and 
public service leaders and managers are, for 
the first time, directly incorporated into the 
public service reform governance structures. 
The Public Service Leadership Board (PSLB) 
provides overall leadership and is supported 
by the Public Service Management Group 
(PSMG).

Each of the actions of Our Public Service 2020 
is progressed by an Action Team. Action 
Teams are sectoral experts led by a member 
of the Public Service Leadership Board 
and sponsored by a member of the Public 
Service Management Group. Action Teams 
are established as actions are selected for 
prioritisation. 

Details of the PSLB, PSMG and Action Teams 
are set out hereunder.

Public Service Leadership 
Board (PSLB)
The Public Service Leadership Board 
membership includes Secretaries General 
of Government Departments and CEO/
equivalent from public service organisations.

Meetings

The Public Service Leadership Board meets 
quarterly and has met five times up to end of 
March 2019:

 » 23 March 2018

 » 27 June 2018

 » 11 October 2018

 » 11 December 2018

 » 28 March 2019

Public Service Leadership 
Board membership - June 2019
Robert Watt, Department of Public 
Expenditure and Reform (Chair)

Jim Breslin, Department of Health

Elizabeth Canavan, Department of the 
Taoiseach

Dr Lucy Fallon-Byrne, Department of Public 
Expenditure and Reform

Martin Fraser, Department of the Taoiseach

Brendan Gleeson, Department of Agriculture, 
Food and the Marine

Drew Harris, Garda Commissioner, An Garda 
Síochána

Jackie Maguire, County and City Management 
Association

John McCarthy, Department of Housing, 
Planning and Local Government

Appendix 2 - Governance
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Vice Admiral Mark Mellett, Defence Forces

Aidan O’Driscoll, Department of Justice and 
Equality

Sean O’Foghlú, Department of Education and 
Skills

Paul O’Toole, Higher Education Authority 

Maurice Quinn, Department of Defence

Dr Orlaigh Quinn, Department of Business, 
Enterprise and Innovation

Paul Reid, Health Service Executive

Julie Sinnamon, Enterprise Ireland

Public Service Management 
Group
The Public Service Leadership Board is 
supported by the Public Service Management 
Group (PSMG) which includes Assistant 
Secretaries and equivalents from across the 
civil and public service.

Meetings

The Public Service Management Group meets 
quarterly in the month prior to the PSLB 
meeting. The group has met four times up to 
the end of March 2019:

 » 19 June 2018

 » 24 September 2018

 » 28 November 2018

 » 14 March 2019

Public Service Management 
Group membership - June 2019
Dr Lucy Fallon-Byrne, Department of Public 
Expenditure and Reform (Chair)

Mary Austin, Department of Public 
Expenditure and Reform (Reform Evaluation 
Unit)

Paula Butler, Local Government Management 
Agency

David Cagney, Department of Public 
Expenditure and Reform

Elizabeth Canavan, Department of the 
Taoiseach

Teresa Cody, Department of Health

Des Dowling, Department of Defence

Dr Richard Boyle, Institute of Public 
Administration

Pamela Byrne, Association of Chief Executives 
of State Agencies

Greg Dempsey, Department of Health

Paul Dempsey, Revenue Commissioners

Éimear Fisher, Department of Children and 
Youth Affairs

David Gilbride, An Garda Síochána

Barry Lowry, Department of Public Expenditure 
and Reform

Laura Mahoney, Department of Public 
Expenditure and Reform (OPS2020 PMO)

Rosarii Mannion, Health Service Executive

David Moloney, Department of Public 
Expenditure and Reform

Paul Morrin, Central Statistics Office

Pauline Mulligan, Department of Business, 
Enterprise and Innovation

Eilis O’Connell, Department of Agriculture, 
Food and the Marine

Brigadier General Peter O’Halloran, Defence 
Forces

Doncha O’Sullivan, Department of Justice and 
Equality

Barry Quinlan, Department of Housing, 
Planning and Local Government

Aine Stapleton, Department of Transport, 
Tourism and Sport

Alan Wall, Department of Education and Skills
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Project Management Office 
Model at Department of Public 
Expenditure and Reform
The Our Public Service 2020 Programme 
Management Office (PMO) and the Public 
Service Reform Evaluation Unit (REU) in the 
Department of Public Expenditure and Reform 
(DPER) are responsible for co-ordinating and 
enabling oversight of the implementation 
of Our Public Service 2020. The PMO also 
provides the secretariat to the PSLB and the 
PSMG.

The Sectoral Programme Management Offices 
interface with the Our Public Service 2020 
Programme Management Office and the 
Public Service Reform Evaluation Unit on 
behalf of their sectors in the development and 
monitoring of Our Public Service 2020 sectoral 
implementation plans.
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Action 1: Accelerate digital 
delivery of services
Action 1 Team met three times up to the end 
of March 2019 as follows:

 » 1 May 2018

 » 15 May 2018

 » 14 September 2018

Action 1 Team members

Robert Watt, Department of Public 
Expenditure and Reform (Lead)

Barry Lowry, Office of the Government Chief 
Information Officer (Sponsor)

Paula Flanagan, Office of the Government 
Chief Information Officer (Coordinator)

Comdt. Noel Barbour, Defence Forces

Gerard Cooley, Department of Justice and 
Equality

Claire Gilligan, Local Government Management 
Agency

Hannah Gleeve, Health Service Executive

Yvonne Goff, Health Service Executive

Bernard Higgins, Kildare County Council

David Kelly, An Garda Síochána

Ann McDonnell, Department of Education and 
Skills

Deirdre McDonnell, Department of Education 
and Skills

Philip McGrath, Department of Public 
Expenditure and Reform (Liaison)

Muiris O’Connor, Department of Health

Mary O’ Donoghue, Office of the Government 
Chief Information Officer

Siobhan Tutty-Bardon, Department of Defence

Tim Willoughby, An Garda Síochána

Action 4: Significantly 
improve communications and 
engagement with the public
Action 4 Team met three times up to the end 
of March 2019 as follows:

 » 1 June 2018

 » 13 June 2018

 » 4 October 2018

Ten bilateral meetings were also organised by 
the Department of Public Expenditure and 
Reform between the action sponsor, action 
liaison and sectoral experts.

Action 4 Team members

Jackie Maguire, County and City Management 
Association (Lead)

John McCarthy, Department of Housing, 
Planning and Local Government (Lead)

Elizabeth Canavan, Department of An 
Taoiseach (Sponsor)

Barry Quinlan, Department of Environment 
and Local Government (Sponsor)

Emma Reeves, Department of Housing, 
Planning and Local Government (Coordinator)

Mihai Bilauca, Limerick City and County 
Council

Fidelma Brown, Health Service Excecutive

Pamela Carter, Department of Health

Lt. Col. Ollie Dwyer, Defence Forces

Sarah Griffin, Department of Public 
Expenditure and Reform

Action Team Members
Action Teams membership - June 2019
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Eileen Hearne, Department of the Taoiseach

Karena Maguire, Quality and Qualifications 
Ireland

Niall Noonan, South Dublin County Council

Grace O’Regan, Department of Public 
Expenditure and Reform (Liaison)

Andrew Payne, Department of Justice and 
Equality

James Ryan, Department of Defence

Elaine Scanlon, Department of Health

Ralph Victory, Department of Foreign Affairs 
and Trade

Action 6: Promote a culture of 
innovation in the public service
Action 6 Team met six times up to the end of 
March 2019 as follows:

 » 17 May 2018

 » 6 June 2018

 » 15 June 2018

 » 1 October 2018

 » 21 November 2018

 » 14 February 2019

Action 6 Team members

Dr Orlaigh Quinn, Department of Business, 
Enterprise and Innovation (Lead)

Julie Sinnamon, Enterprise Ireland (Lead)

Pauline Mulligan, Department of Business, 
Enterprise and Innovation (Sponsor)

Emily Odlum, Department of Business, 
Enterprise and Innovation (Coordinator)

Marguerite Burke, Enterprise Ireland

Declan Cahalane, Department of Education 
and Skills

Jamie Cudden, Smart Dublin

Greg Dempsey, Department of Health

Cpt Brian Fitzgerald, Irish Naval Service

Chris Garde, Dublin County Council

Caroline Gill, University College Dublin

Dr Carole Glynn, Health Service Executive

Prof Suzi Jarvis, University College Dublin

Dr Christine Kiernan, Health Service 
Executive

Bernadette Maguire, Department of Defence

Laura Mahoney, Department of Public 
Expenditure and Reform

Philip McGrath, Department of Public 
Expenditure and Reform (Liaison)

Susan McNamee, Department of Business, 
Enterprise and Innovation

Breda O’Brien, Department of Public 
Expenditure and Reform

Tracy Pryce, Enterprise Ireland

Conor Rowley, Department of Children and 
Youth Affairs 

Tim Willoughby, An Garda Síochána

Action 10: Embed programme 
and project management
Action 10 Team met four times up to the end 
of March 2019 as follows:

 » 13 June 2018

 » 10 September 2018

 » 17 October 2018

 » 27 February 2019

There were also a number of separate 
meetings on thematic areas throughout the 
year. 

Action 10 Team members 

Vice Admiral Mark Mellett, Defence Forces 
(Lead)
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Maurice Quinn, Department of Defence 
(Lead)

Des Dowling, Department of Defence 
(Sponsor)

Brig. Gen. Peter O’Halloran, Defence Forces 
(Sponsor)

Brigitta O’Doherty, Department of Defence 
(Coordinator)

Ciaran Caverly, Courts Service

Michelle Corrigan, Department of Agriculture, 
Food and the Marine

Grainne Cullen, Department of Education

Ruth Cullen, Department of Public 
Expenditure and Reform

Paula Flanagan, Office of the Government 
Chief Information Officer

Michael Gaffney, Central Statistics Office

Shane Gavin, Department of Public 
Expenditure and Reform

David Healy, Office of Public Works

Margaret Jordan, Housing Agency

Eilish Keating, Department of Defence

John Kelly, Department of Justice

Andrew Kelso, Technological University 
Dublin

Lt. Col. Caimin Keogh, Defence Forces

Lt. Col. AP Keohane, Defence Forces

Laura Mahoney, Department of Public 
Expenditure and Reform

Maria McGrath, Department of Agriculture, 
Food and the Marine

Noeleen McHugh, Local Government 
Management Agency

Angelo McNeive, IPA, (Facilitator)

Sarah Mooney, Department of Agriculture, 
Food and the Marine

Lt. Col. Rossa Mulcahy, Defence Forces

Michelle Mullen, Department of Health

Comdt. Michael Murphy, Defence Forces Cleo 
O’Beirne, Revenue Commissioners

Audrey Ni Chaoindealbháin, Department of 
Health

Renée O’Reilly, Department of Public 
Expenditure and Reform

Michael Perkins, Department of Public 
Expenditure and Reform (Liaison)

Alan Plummer, Department of Public 
Expenditure and Reform

Camille Staunton, Health Service Executive

Derek Tierney, Department of the Taoiseach

Dr. Julie Tierney, State Laboratory

Siobhán Tutty-Bardon, Department of 
Defence

Hilda Vivash, Department of Defence

Action 13: Mainstream 
strategic workforce planning in 
the public service
Action 13 Team met nine times up to the end 
of March 2019 as follows:

 » 25 May 2018

 » 15 June 2018

 » 18 July 2018

 » 7 September 2018

 » 7 November 2018

 » 4 December 2018

 » 18 January 2019

 » 8 February 2019

 » 1 March 2019

A bilateral meeting between the sponsors of 
Action 13 and Action 14 also took place on 
19 September 2018.
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Action 13 Team Members 

Jim Breslin, Department of Health (Lead)

Paul Reid, Health Service Executive (Lead)

David Cagney, Department of Public 
Expenditure and Reform (Co-Sponsor)

Teresa Cody, Department of Health (Co-
Sponsor)

Rosarii Mannion, Health Service Executive 
(Co-Sponsor)

Diane Lynch, Health Service Executive (Co-
ordinator)

Evan Breen, Department of Public 
Expenditure and Reform

Eoin Dormer, Department of Public 
Expenditure and Reform

Gabrielle Jacob, Department of Health (WHO)

David Lawler, Department of Defence

Gary Lawlor, Department of Justice and 
Equality

Eileen Leahy, Department of Justice and 
Equality

Anne Maire Logan, Department of Defence

Ger Murphy, Meath County Council

Lt. Col. Neil Nolan, Defence Forces

Fiona O’Callaghan, Department of Public 
Expenditure and Reform (Liaison)

Micheal O’Raghallaigh, Department of 
Defence

Mary Turner, Department of Housing, 
Planning and Local Government

Action 14: Continuous and 
responsive professional 
development
Action 14 Team met four times up to the end 
of March 2019 as follows:

 » 7 June 2018

 » 28 June 2018

 » 5 September 2018

 » 4 February 2019

In addition, a bilateral meeting took place 
between the Sponsors of Action 13 and 
Action 14 on 19 September 2018.

Action 14 Team members 

Seán Ó Foghlú, Department of Education and 
Skills (Lead)

Paul O’Toole, Higher Education Authority 
(Lead)

Dr Alan Wall, Department of Education and 
Skills (Sponsor)

Grainne Cullen, Department of Education and 
Skills (Coordinator)

Aoibhin O’Malley, Department of Education 
and Skills (Coordinator)

Evan Breen, Department of Public 
Expenditure and Reform

Una Doyle, Probation Service

Peter Fitzpatrick, Department of Health

Siobhan Gaffey, OneLearning

Margaret Griffin, Probation Service 

Aoife Hanly, Local Government Management 
Agency

Lt. Col. Mark Hearns, Defence Forces

Caitriona Heslin, Health Service Executive

Siobhán Joyce, Department of Defence

Padraig Kirk, Junior Cycle Reform 

Laura Mahoney, Department of Public 
Expenditure and Reform

Fiona O’Callaghan, Department of Public 
Expenditure and Reform (Liaison)

Mary Pyne, Dublin City Council
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List of Publications
 » Guidelines for Preparation of Customer 

Service Action Plans and Charters, 
Department of Public Expenditure and 
Reform (12th December, 2018).

 » Research Paper on “Workforce Planning 
in the Irish Public Service” , Institute of 
Public Administration (June 2019)

 » €300k Have Your Say – Citizen 
Engagement Case Study (June 2019)

 » Comhairle na nÓg – Citizen Engagement 
Case Study (June 2019)

Appendix 3 - Publications

Guidelines for  
preparation

Customer Action 
Plans & Charters

Quality Customer 
Service Network

Prepared by the Department of Public Expenditure and Reform

JOANNA O’RIORDAN
JUNE 2019

WORKFORCE PLANNING IN 
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A D M I N I S T R AT I O N
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 » Robotic Process Automation (RPA) 
framework agreement, Office of 
Government Procurement (August 2019)

Forthcoming
 » Edelman Review of International Practices 

in Government Communications (June 
2019)  
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17 April 2018 - Robotic Process Automation 
(RPA) Lunch and Learn, Atrium, Department of 
Justice and Equality.

26 September 2018 - Annual Conference on 
Public Service Innovation and Development, 
Printworks, Dublin Castle. 

12 December 2018 – Annual Quality 
Customer Service Conference, Farmleigh 
House, Phoenix Park, Dublin.  

25-27 Januray 2019 – Blockathon, Tangent, 
Trinity College Dublin.

20 February 2019 – Inaugural Strategic 
Workforce Planning Conference, Department 
of Health, Miesian Plaza.

22 March 2019 -  “Collaborating with 
Education Providers to Empower our People”, 
the Institute of Technology Carlow, the 
Defence Forces and other organisations, 
Clock Tower, Department of Education and 
Skills.

4 April 2019 - Strategic Human Resource 
Management Workshop, Royal Irish Academy, 
Dublin.

20 June 2019 – GovTech, Tangent, Trinity 
College Dublin.

Project Management Network: 6 March 2018, 
29 May 2018, 27 November 2018, 26 March 
2019 and 21 May 2019, Printworks, Dublin 
Castle.

Appendix 4 - Events
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AGS An Garda Síochána

AMS Active Mobility Service 

CEO Chief Executive Officer

CIPD Chartered Institute of Personnel and 
Development 

CPPD Continuing Personal and Professional 
Development 

CSO Central Statistics Office

CSPMN Civil Service Project Management 
Network

DBEI Department of Business, Enterprise and 
Innovation 

DCU Dublin City University

DEASP Department of Employment Affairs 
and Social Protection

DLT Distributed Ledger Technology

DPER Department of Public Expenditure and 
Reform 

DPP Director of Public Prosecutions

EI Enterprise Ireland

EMM Enterprise Mobility Management 
Platform

EPA Environmental Protection Agency

EPPM Enterprise, Project and Portfolio 
Management

EU European Union

FET Further Education and Training

GIS Government Information Service

HAP SSC Housing Assistance Payment Shared 
Service Centre

HR Human Resources

HSE Health Service Executive

ICT Information Communications Technology

IDA Industrial Development Authority

IPA Institute of Public Administration

LGBT Lesbian Gay Bisexual and Transgender

MDS Mobile Data Stations

NFQ National Framework of Qualifications

NSSO National Shared Services Office

OECD Organisation for Economic 
Cooperation and Development

OGCIO Office of the Government Chief 
Information Officer

OGP Office of Government Procurement

OPS2020 Our Public Service 2020

PAS Public Appointments Service

PMO Programme Management Office

PRA Property Registration Authority

PSLB Public Service Leadership Board

PSMG Public Service Management Group

QQI Quality and Qualifications Ireland

RDO Reform and Delivery Office

REU Reform Evaluation Unit

RPA Robotic Process Automation

SRSP Structural Reform Support Programme 

SRSS Structural Reform Support Service  

TED Technology Entertainment Design

TII Transport Infrastructure Ireland

UK United Kingdom

VHI Voluntary Health Insurance

List of Acronyms






