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80.7 million

payments made to

2.1 million

million beneficiaries of Social
Protection schemes

e 733,100

passports issued

Pas
Passport

15 million

customer contacts
with the Revenue
Commissioners,

of which 10 million
(67 %) were online

075,000

driving licences
Issued

8.24 million

online Land Registry

transactions and other

activities
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1 81 ,500 applications

processed under the Basic
Payment Scheme (77% online)

10,000

conferred with
citizenship

Figures from 2017-2018

Source: OPS 2020
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Veracity Index 2017 — Who Do We Trust The Most?

Most Trusted Professions 2017

Doctors Tea::h ers Scientists Gardai TV News Readers
93% 6% 219 aos
Ordinary Man / Woman in
the Street Charity Workers Civil Servants Pollsters Journalists
59% A6%
Trade Union Officials Business Leaders Government Ministers Politicians Generally
41%

Source: Ipsos MRBI Veracity Index Q1 2017

Q. Now | will read you a list of different types of people. For each would you tell me if you generally trust them to tell the
?
Jn:th,c-rnﬂt. |p505 MRBI
3 © 2017 Ipsos MRB 16-083553-Civil Service €55 2017

GAME CH/

Trust In the civil service

Satisfaction

Public customers

Overall Satisfaction With
Service®
2017
83%

Business customers
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BARRIERS

CONFIDENCE

YOUNG CITIZENS HAVE MORE EXPERIENCE USING THE INTERNET

BUT LESS EXPERIENCE ENGAGING WITH GOVERNMENT SERVICES
I AM SCARED..| DON'T UNDERSTAND THE FORMS'’

I SIGNPOSTING TO ONLINE SERVICES

3 OUTOF 4 CITIZENS BELIEVE THAT IF ONLINE GOVERNMENT SERVICES
WERE EASIER TO FIND, THEY WOLD BE MORE INCLINED TO USE THEM

DIGITAL LITERACY

24% OF 65 YEAR-OLDS COMPARED WITH 1% OF15-24 YEAR-OLDS
ARE UNCOMFORTABLE USING COMPUTERS

'MOBILE APPLICATION

70% WOULD BE MORE INCLINED TO USE ONLINE GOVERNMENT
SERVICES IF THEY WERE OPTIMISED FOR MOBILE DEVICES

65% OF CITIZENS WHO ACCESS THE INTERNET DO SO ON THEIR
MOBILE PHONE

BARRIERS

Transparency and trust In our processes

ENABLERS

v EFFICIENT USE OF TIME

30UT OF 4 CITIZENS BELIEVE THAT USING ONLINE GOVERNMENT
SERVICES IS AN EFFICIENT WAY OF MANAGING THEIR TIME

v ONE STOP SHOP

83% OF CITIZENS AGREE THAT IT WOULD BE CONVENIENT TO HAVE
ONE ONLINE ACCOUNT TO ACCESS GOVERNMENT SERVICES

v HELP AND SUPPORT

69% OF CITIZENS AGREE THAT HAVING BETTER HELP WOULD
BE USEFUL FOR USING ONLINE GOVERNMENT SERVICES

| ENABLERS TO
GOING ONLINE
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Top 3 positive results

1. Competence 2. Well-being 3. Employee Engagement

Some challenging results

Involvement Climate Innovative Climate



Build innovative culture

High performance standards

Keep pace with change and public
expectations

Service delivery — both systems and
our people

Grow our talent through our people
agenda

Civil Service Strategic HR Priorities

Trust, engagement and our people
agenda

People Strategy

Be an Employer of Choice

@ Build the Workforce of the Future
‘0

ﬁ Build, Support and Value Managers
@ as People Developers

HR Policies HR
HRRoles  and Processes  Technology

HR OPERATING MODEL

Civil Service Enabling Priority

People
Vision and
Mission




