
Statement of Digital Strategy 2022–2025
for mywelfare.ie and welfarepartners.ie

Customer-centred design 
and innovation

Design proactive services for customers across their life 
events, through user centred design principles

Iterate and improve service with multidisciplinary teams 

Data-driven personalisation of services where possible

Collaborate with policy to support customer centred 
service delivery where relevant 

Access to services 

Ensure everyone can use the service wherever and whenever, specifically:

Controls

Simple online experience

Our Digital PrinciplesOur Aspiration

Department Digital Vision

Through customers choosing digital by desire the Department will become a digital first organisation

To be a trusted digital public service provider that offers customers an easy, integrated online channel 
to self-serve and complete their transactions at their convenience

To prioritise the delivery of online services and engage regularly with customers and stakeholders 
to drive the delivery of 90% of the Department’s services online by 2030

Delivering 90% of services online by 2030 and 
at a pace that meets customer expectations

Ultimately… digital becomes the customer and staff channel of choice for accessing services  

Increase number 
of services online

Increase number 
of MyGovID 

verified customers

Increase of 
familiarity and 

usage of online 
services

Continuous 
improvement 
driven by user 

feedback

Increase in 
efficiencies through 

process reviews 
and backend 
integrations

Our Ambition

Our Mission

Desired Outcomes

Key Challenges to Address

Empowerment of staff to drive digital and 
support customers to a digital channel
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Meet accessibility standards as per EU Directive

Design for all cohorts of customers on digital  

Provide 24/7 access 

Ensure a secure online environment to protect users’ privacy and 
data and ensure reliable, accurate data is received by Department

Ensure the appropriate governance structure is in place to 
facilitate the ongoing delivery of online services and 
accommodate government priorities as they arise

Ensure customers are given an easy and quick way to claim 
their benefits online


