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Progress Report July 2008
	Section 

of T2016
	Specific Initiatives & Corresponding Actions
	Action No.
	Priority

	Target Date

for Completion
	Update July 2008

	27.1-3

and 28.1-5
	Modernisation and Flexibility
	
	
	
	

	
	A key initiative of PIAB is to develop and maintain an organisational structure that optimises efficiency and costs and a lot of the elements of this initiative emanate from our strategic planning process. This work programme has a number of elements:

· Outsourcing of non-core service functions to service centre

· Outsourcing of internal audit function

· Outsourcing of payroll

· Outsourcing of IT Monitoring

· Assessment of viability of use of fixed term contracts


	
	1


	  Ongoing

Ongoing

Q3 2006

Q1 2006

Ongoing
	Outsourcing is now in place for the following functions:

· Non core service functions with Service Centre
· Internal Audit

· Payroll

· IT Monitoring

· At end of June 2008, PIAB has 9 Fixed Term Contracts in place

PIAB will continue to look at other opportunities that could optimise efficiency and costs in support of its self funding status.  
Delivery costs on PIAB-assessed cases still  running at approx 8% (as against 46% under old system)

	27.4-7
	Stable Industrial Relations
	
	
	
	

	
	As PIAB is in its infancy as an organisation, the present culture is one of cooperation and positive industrial relations. Given the plans for growth and in line with the ongoing evolution of the organisation, the Executive Management Team intend to put in place an appropriate framework that will enable it to engage in a formal manner with employees directly and with their representatives. The initiative to create this framework is ongoing and includes:

· Development of framework for engagement with union(s)

· Set-up Staff Representative Group

· Develop and implement a consistent Communications Policy


	
	1
	Q1 2007


	The PIAB Partnership Committee was formed in 2007.  Monthly meetings have taken place in 2008 and minutes are posted for all staff on the InjuriesBoard intranet site in addition to direct feedback from partnership representatives to all staff.  The committee is made up of staff representatives from CPSU, PSEU and AHCPS, and staff representatives who represent those who have decided not to join a union in addition to management.  The Group is jointly chaired by the CEO and one other nominated member of the group.  
PIAB has developed a consistent communications policy through staff meetings, use of PIAB intranet, and one to one communications.  This will be further developed in 2008 as needs demand.  
Industrial action has not been an issue in PIAB.  


	28.6
	Team Working and Cross Functional Working
	
	
	
	

	
	Since its establishment in 2004, PIAB has developed a culture of Team Work, shared knowledge and understanding of policies and practices. It is central to PIAB’s staffing model. The Executive Management Team also works on a cross functional basis, creating a cohesive and highly coordinated unit.  This is and will be continued to be achieved by:

· Active promotion of cross functional working 

· End-to-end business process review completed by Cross-functional team

· Internal briefings for staff 

· Assign cross-functional teams to 2007 projects

· Develop and foster Team Work as an organisational core competency 
· Further develop and foster open communication channels with the Department of Enterprise, Trade and Employment

	
	2


	Ongoing

Q4 2006

Q4 2007

Ongoing

Ongoing
Ongoing


	In March 2008 a cross functional team was set up to resource the Brand Awareness Project.  Tasks were distributed to all project members with regular reporting against defined milestones.  The project has been successfully delivered in June 08.  
Regular monthly meetings are held with the Department
as well as ongoing informal communications.  KPI’s have been developed and reported on as agreed.

	28.7-8
	New Technology and eGovernment
	
	
	
	

	
	PIAB has put in place and is maintaining a modern and user friendly technological infrastructure to support the effective operation of the organisation. PIAB utilises cutting edge technology both in its assessment centre in Tallaght, as well as through its outsourced service centre provider in Cork.

Technology is a key component in enabling PIAB to deliver its services. The Initial IT Strategy has delivered a robust, leading edge technical platform and key applications that support the current and future business needs (e.g. a paperless office, internet-based systems and internal knowledge systems). 

These include a financial system, email, office automation, communications (phones, etc) and the www.piab.ie website which has exceeded 2 million hits. These systems provide valuable technical and strategic management information in assisting the Board to achieve its objectives.

The IT Strategy recognises and has been developed in-line with the eGovernment program. The IT Strategy is reviewed regularly to ensure that IT continues to deliver the needs of the business efficiently and effectively and to ensure that the Board gets value from its investment made in this area. 

This area is addressed via PIAB’s strategic planning process and is captured in the work programme to roll out key technological developments and IT systems to drive efficiency and effectiveness of PIAB and to improve customer service. Current and imminent initiatives in this area include:

New Initiative during 2007

· During 2007 it was identified that a new IT Strategy needed to be developed for PIAB.   Work commenced on Phase 2 IT Strategy in September 2007 with workshops and research carried out amongst key stakeholders.  The development of a new IT strategy for PIAB will look at the case for change, the vision for IT within PIAB as an enabler to deliver improved customer service and greater options for customers when contacting PIAB.  The options will be considered by the Executive Management Team before a presentation is made to the Board in February 2008 with a view to getting agreement on course of action for 2008 and 2009.  

· 24/7 online completion of applications and availability of tracking system for customers, allowing electronic receipt of applications


· Review and update of website as required

· Electronic Funds Transfer System underway to enable electronic payment of salaries, suppliers, doctors (medical reports) and respondents (i.e. insurers) fees. This initiative is in line with the eGovernment strategy.

· Electronic Correspondence with Respondents (two-way) delivers huge effieciencies to PIAB



· Develop appropriate IT strategies that will deliver better services to all PIAB customers in an efficient and cost effective manner


	
	1

1

	End 2009

Initial Date

Q2 2007

Revised Date

Q3 2008
Initial date
Q2 2007

Revised date

Q3 2008
Phase 1 
Q4 2006

Phase 2 Q4 2007

Ongoing
	As part of Phase 2 IT Strategy, the PIAB website has been redeveloped and launched to the public in June 2008.  This new website allows Claimants to complete online applications and to make payments online.  Enhancements have been made to the Claims Management System to improve the flow of work.  
The online completion of applications has been completed and was launched to the public under the Injuries Board rebrand in June 2008.  Tracking of claims will be included in Phase 2 development work in Q3/Q4 2008
The revamped PIAB website, now InjuriesBoard.ie was launched to the public on 19th June 2008.  
EFT for salaries and suppliers already implemented.  Roll out for doctors will form part of Phase 2 IT strategy.  Research is ongoing here.
Now fully implemented.
Incorporated in IT Strategy work as set out above

	28.9
	Service Delivery Options (including outsourcing)
	
	
	
	

	
	PIAB utilises an outsourced Service Centre, which operates a LoCall Helpline six days a week from 8am to 8pm to deal directly with the public in relation to claims and to gather all the necessary information required for claim notification.  Clear and concise management information is regularly produced to enable monitoring of the service and a detailed Service Level Agreement is in place.

PIAB have also utilised outsourcing for payroll management, IT support and Internal Audit. PIAB utilises outsourced providers to gain efficiencies and have increased flexibility where needed.

As PIAB is self-funding, the executive team are constantly looking for ways to gain efficiencies and do more with less. On this basis, the following practice is utilised under specific circumstances:

· Use of Temporary workers

· Explore ways in which services can be provided to claimants with special needs such as those with a disability and claimants who are not native English speakers

24/7 online completion of applications and availability of tracking system for customers, allowing electronic receipt of applications (see Section 28.7-8)
New initiative during 2007

· PIAB proposes to launch an awareness/information campaign during Spring/Summer 2008.  Work has already commenced in this regard including the development of a new brand.  Further preliminary work has commenced including the issue of a tender for Advertising/Media Buying services which will support the campaign.  It is intended to launch the campaign along with an enhanced website with some online functionality and incorporating new look and feel for the PIAB brand.  


	
	2

2

1
1

	Ongoing

Ongoing

Initial Date Q2 2007
Revised date

 Q3 2008

End of 2008
	PIAB’s staffing sanction for full staffing is 85. PIAB employs fixed term staff and temporary contracts as needs arise. 
PIAB can deal with its customers through Irish as the need arises. PIAB also provides assistance to other non native, English speakers such as Polish.  Claimant and Respondent guides are now available via the new InjuriesBoard website in English, Irish, Polish, Chinese (mandarin), Arabic and  Russian.  
24/7 online completion of applications completed and launched to the public in June 2008.  Work is ongoing on the development of a claims tracking system.  
The new brand, Injuries Board has been developed and was launched to the public in June 2008.  A public awareness campaign featuring television, radio and multi media advertising commenced in June 2008 and will continue throughout the remainder of 2008.  

	28.10
	Shared Services
	
	
	
	

	
	At present the only shared service utilised by PIAB is the Government’s Virtual Private Network. To explore further opportunities for efficiencies and cost reduction, PIAB will:

· Investigate opportunities for Shared Services with, amongst others, parent Department

	
	3
	Q4 2007


	PIAB is evaluating the Reach Public Services Broker Project to see if this service can be shared by PIAB.  No other opportunities have been identified. 


	28.11 and 29.8
	Attendance Patterns and Management
	
	
	
	

	
	· Flexible working hours are available to the majority of PIAB staff below Manager level

· PIAB will undertake an investigative study to assess the feasibility of adopting atypical working options such as: 

- Compressed working week

- Job-sharing 

Sick leave policy implemented which allows for reporting on patterns and trends


	
	3

3
	Ongoing

Q1 06

Ongoing
	All staff below Manager level in PIAB can avail of flexible working hours

· The Atypical working research paper is currently under discussion with the Partnership committee
2% lost through Sick Leave. Full reporting and monitoring system in place.

	28.12 and 29.5
	Redeployment of Staff
	
	
	
	

	
	The redeployment of staff is presently not significant or relevant to PIAB, as it is based in one location and is focussed primarily on delivering one core service. This is in addition to the fact that the organisation has not yet reached maximum capacity. 

However, bearing in mind that this may be useful as the organisation continues to grow, the following actions have been undertaken to prepare staff for potential redeployment:

· Introduction of cross-functional teams to promote learning and familiarity of other functional areas of the organisation


	
	4
	Ongoing
	Induction training for all new recruits includes presentations on each area’s objectives, goals and KPI’s by a member of the relevant team.  Cross functional teams have been put in place, e.g. Brand awareness team in March 2008, to ensure that staff are familiar with all other functional areas of the organisation.  


	28.13
	Management and Introduction of Change and New Developments
	
	
	
	

	
	Per the engagement framework, the advance notice to staff via the respective unions will be one element of the overall communication protocol that will be developed. 

· Development of framework for engagement with union(s) – see 27.4


	
	1
	Q1 2007
	Partnership committee in place

	29.1
	Commitment to Modernisation and Change
	
	
	
	

	
	PIAB is wholly committed to building an organisation based on a robust infrastructure of people, processes and systems. On the people side of this model, the Executive Management Team has endeavoured to establish a transparent and flexible framework that addresses all key areas of people management including recruitment, retention, performance management and remuneration and rewards. On this basis, a number of initiatives have been instigated:

· PIAB operates open recruitment and promotions policies, which are run internally.
· Development and implementation of a PIAB performance management system

New Initiative from PMDS Review

· Create business plans for PIAB

· Undertake training for Staff Appraisers to ensure consistency
· Development and implementation of Disciplinary and Grievance Policies

PIAB has provided a pension scheme for staff, in line with the Model Civil Service Scheme.  This scheme is currently operating on an administrative basis pending DOF approval.  Details of the scheme are provided to staff.

· Operation of Superannuation Scheme 

	
	1

1

2
2
1
	Q1 2007

Q3 2007

Q12008
Q22008

Q1 2007

Ongoing


	PIAB continues to operate open recruitment and promotions policies.  All recruitment to date has been through open competition.    

PMDS system reviewed by Project Group.  PMDS fully operational in PIAB but some refinements will be made following review.
Disciplinary and Grievance Policies developed.
A revised draft of the scheme has been prepared following request from DoF in June 2008.  Injuries Board is meeting with DETE to progress further on 14 July 2008.  

	29.7
	Service Channels and Shared Services
	
	
	
	

	
	PIAB has undertaken a number of initiatives to achieve efficiencies in its service channels. 

· Service Centre – see 27.1

· 24/7 online tracking – see 28.7

· Electronic Correspondence – see 28.7

· Investigate options for Shared Services – see 28.10

	
	
	
	


	Section 

of T2016
	Commitment
	Initial Position
	Progress 1st Phase

	29.4
	Competitive Merit-based Promotion
	
	

	
	Minimum of 75% of all internal promotional posts in each grade will be filled by competitive merit-based process by end 2006
	PIAB is a new organisation and during its recruitment phase, all positions were filled by an open, competitive interview process. 
	As at June 08 all appointments have been by competitive merit based process.    


� 1=Highest, 5=Lowest
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