Public Service Agreement 2010-2014 (Croke Park Agreement) Action Plan

Department/Office/Agency: Office of the Ombudsman

1. Summary of Main Progress Achieved in the Six Month Period April 2011 to September 2011

1. New work flow model in the Office of the Ombudsman has significantly improved complaint handling output over the period
(+15% year-on-year) while just over 60 per cent of complaints are resolved within 12 weeks (up from 50 per cent over previous
years). 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, will significantly
enhance, and make more productive, customer interactions with the health and social services.

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

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 its social media and web
platforms that will deliver internal efficiencies and provide a much improved service to their respective cutomers and
stakeholders.

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.
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2. Detailed Progress Update for the 6-months — April to September 2011

1. Better human resource management: Actions under this heading include reductions in numbers, redeployment, reconfiguration of service delivery,
revisions in attendance arrangements, better attendance and absence management, etc.
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1.5 Organisation-wide
Paragraph A fundamental review of the operation of PMDS within | Effective from Full-scale review of PMDS operation underway
411 the organisation is underway with a particular focuson | 1 Jan. 2011 centrally. Office will implement fully the terms
equity in terms of recognising good performance and of the amended Scheme.
tackling under-performance.
1.6 Organisation-wide
Paragraph Within the Office, merit-based competitive promotion Ongoing for In place
4.13 has been the norm for many years. some time
1.7 Organisation-wide
Paragraph Increase staff collaboration and engagement through In place In place
4.5 increased consultative processes (e.g. Innovation Forum
established).
1.7 Organisation-wide
Paragraph Fully implement civil service policy on sick leave to In place In place
4.10 maintain absenteeism levels below norm
1.8 Organisation-wide
Paragraph Efficient and effective delivery of training and talent In place In place
411 management (e.g. mentoring and coaching for
succession planning purposes), together with specific
evaluation of training and development programmes.




2. Better Business Processes: Actions under this heading would include efficiency measures and improvements to the processes by which your
Department/Body delivers its services to the public, including changes to the technology used, better data management, including around identity, and so on.

Terms of the

Public Target Date as

Service Action per Current Current Position
Agreement Action Plan
2010 - 2014




Terms of the
Public
Service
Agreement
2010 - 2014

Action

Target Date as
per Current
Action Plan

Current Position




Terms of the

Public Target Date as
Service Action per Current Current Position
Agreement Action Plan

2010 - 2014




3. Delivering for the Citizen: Actions under this heading would include efficiency measures and improvements to the processes by which your
Department/Body delivers its services to the public, including changes to the technology used, better data management, including around identity, and so on.
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