Public Service Agreement 2010-2014 (Croke Park Agreement)
Progress Report for Offices

Guidance Notes for Reporting Template for Year Two

Reporting Period

1. The reporting period is the 12 months from end Q1 2011 to end Q1 2012. Please include text to
describe ALL progress made during the 12 month period (i.e. including progress made on
completed items under the last version of Action Plans.)

Completing the Report

2. A summary list of bullets highlighting the main developments over the 12 month period should
be included at the head of the document.

3. Include text to describe the progress made on each action specified in the Action Plan for the
Department and its agencies under the ‘Current Position’ column on the far right.

4. The text in each row or Action should be coloured as follows:

- In GREEN if the Action has already been achieved, is underway and currently on time for
delivery in accordance with the Plan;

- In ORANGE if the delivery of the Action is substantially underway but is not likely to meet its
specific target date;

- In RED if there has been no tangible progress on the Action to date.

5. A statement of reasons for delay should be given in respect of any action highlighted in
ORANGE or RED in the final column.

6. Any actions for which a timeframe for delivery under the Action Plan was given as either
‘ongoing’ or over the period of the Agreement, or equivalent, should only be marked in green if
some progress has been made on the Action in the reporting period. Details of that progress
should be provided in the ‘Current Position’ column.

7. Where figures/estimates of savings being achieved are available, these should be noted also in
the ‘Current Position’ column.
Submitting the Report
8. Reports should be emailed to Alan Plummer (alan.plummer@per.gov.ie) and Bridie Cuddy-

Smyth (bridie.cuddy-smyth@per.gov.ie), Implementation Body Secretariat by close of business
on 2" May 2012. Telephone contact number is (01) 6045340.
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Progress Report on Action Plan for the Office of the Ombudsman

TO BE RETURNED NO LATER THAN 2"¢ May 2012

1. Summary of Main Progress Achieved in the 12 Month Period 1 April 2011 to 31 March 2012

1. New work flow model in the Office of the Ombudsman has significantly improved complaint handling output over the period (+
9% year-on-year), while just over 65 per cent of valid complaints are resolved within 12 weeks (up from 46% over the previous
year). This required radical re-organisation of the Office’s infrastructure, management structures and processes. The process, from
review to implementation, took five months.

2. The Office of the Ombudsman cross-organisational initiative “Health Complaints”, launched in September 2011, has significantly
improved public awareness of health and social services; about how to give feedback on health and social care services delivery,
and the rules of the various bodies, from service providers to regulators within the sector.

3. The Office of the Ombudsman has put an Investigations Unit in place to identify and make recommendations with regard to
systemic issues of maladministration; such investigations often raise issues relating to administrative overlap and inefficiencies.

4. Following a review of the services currently provided in these areas, the Offices of the Ombudsman, Information Commissioner
and the Standards in Public Office Commission have identified significant improvements to be made in their social media and web
platforms that will deliver internal efficiencies and provide a much improved service to their respective customers and
stakeholders. This will make the Offices more accessible to their customers and help facilitate online communications.

5. A new comprehensive Corporate Procurement Policy has been introduced for the Offices of the Ombudsman, Information
Commissioner and the Standards in Public Office Commission: in addition to updating the procurement guidelines it contains
specific measures for identifying value for money efficiencies.

6. Overheads — Non-pay savings of €83,000 have been identified and achieved for the period in question.
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2. Detailed Progress Update for the 12-months — 1 April 2011 to 31 March 2012

1. Better human resource management: To include, for example, actions around the reduction of staff numbers; the redeployment of staff to
areas of greatest need; the restructuring/reconfiguration of service delivery; changes to work practices; revisions in attendance arrangements;
absence management; performance management etc.

Terms of the Action Target Date as per Current Position
Public Service Current Action
Agreement Plan

2010 - 2014










2. Better Business Processes: To include, for example actions to increase efficiency and productivity; rationalise core structures, business
processes, accommodation requirements etc; establish shared service approaches, establish cross-functional teams/ new work structures,

optimise the potential of new technology to streamline operations and generate efficiencies etc.

Terms of the Target Date as Current Position
Public

per Current
Service

Action Plan
Agreement
2010 - 2014







*These actions are being co-ordinated by sponsoring Department — the Department of Public Expenditure and Reform.



3. Delivering for the Citizen: To include, for example, actions to enhance service delivery to the public, including changes to the technology

used, more online services, service integration, efforts to reduce information burdens on citizens through better data management/sharing of
data, including around identity etc

Terms of the Target Date as Current Position
Public

per Current
Service

Action Plan
Agreement
2010 - 2014







