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FOREWORD FROM THE MINISTER 
 

I welcome the third and final report on my Department’s Statement 
of Strategy 2008-2010.  The swiftness and intensity of the events 
that have occurred over this period have affected every person, 
family and community throughout the State.  This report highlights 
the extreme nature of these events unfolding before us.  The 
unemployment rate in Ireland had reached 14.1% by the end of 
2010 – an increase of more than 300% since the end of 2007.  
Nonetheless, no person is merely a percentage.  Behind the figures 
there is the bleak truth of actual lives thrown into uncertainty.  This can lead to a culture of 
despair, with unpredictable consequences for economic stability and renewed prosperity.  
 
The Department of Social Protection is essential to a national renewal that will help restore 
faith and confidence in our country.  However, national renewal begins with individual 
renewal within each of us.  It is helping people to begin again after job loss, illness or any life 
change.  This is shown in our back to work enterprise allowance programmes which help 
people to re-establish their lives by establishing their own businesses.  Moreover, our 
employment services facilitate the provision of dignified work opportunities to the 
unemployed, enabling them to provide outcomes beneficial to the public well-being.  
Overall, our social welfare structure promotes a national equality of opportunity and reduces 
poverty in addition to assisting sustainable local and national renewal.  
 
In 2010, Ireland contributed at European level to the formulation of the “EU 2020” strategy 
for growth and employment.  This seeks to reduce the number of people in poverty in the 
E.U. by 20 million.  Ireland must contribute to this noble endeavour.  We must balance 
fulfilling our E.U. obligations with generating national renewal, making economic adjustment 
and maintaining a fair society.  This will require a spirit of trust, solidarity and concern for 
others.  That spirit finds formal expression in our social welfare and social insurance 
structure.  Social welfare schemes and services are a key catalyst in the cultivation of a 
sustainable national renewal.  They are founded on the principle of all of us contributing 
according to our ability so that we can receive according to our need.  This will enable us to 
restore Ireland based on mutual moral support and stable economics, over successive years.   
 
All of us have been affected by the events of recent years.  Our 2010 Annual Report outlines, 
in words and statistics, the diligent work of all our staff in personifying the response of 
Government and the civil and public service in helping people badly affected by these 
events.  Democratic Government working with the civil and public service is the backbone of 
any country providing support and assistance to citizens.  It makes an essential difference to 
the lives of all people, especially those in crisis situations.  I commend all involved for your 
emphatic spirit of civil and public service in the area of social welfare, to all our people, for 
all our people, despite rapid change and challenge.  Whatever further change and challenge 
is ahead of us....... we will face it together, le chéile, le cúnamh Dé. 
 

 
Joan Burton T.D.  
Minister for Social Protection  
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INTRODUCTION FROM THE SECRETARY GENERAL 
 
When we embarked on the implementation of our 2008-2010 
Statement of Strategy, few would have anticipated the scale and speed 
of change facing the economy in Ireland.  Because of the nature of the 
change, the services provided by the Department assumed even more 
of a central role in relation to the provision of public services than has 
been the case for many years. 
 
Over 2008-2010, there was an increase of 267,000 people on the live register with whom the 
Department has engaged.  We processed over 2 million claims in 2010 alone and made over 
85.3 million payments.  Our annual expenditure for 2008-2010 was in the region of €21 
billion.  The corresponding administrative costs were in the order of 2.6% of that, which is a 
significant indication of delivering true value for money while serving the needs of the 
citizen. 
 
These statistics hide the diversity in the range of citizens whom we serve and support 
including families, workers, jobseekers, the ill, people with disabilities, carers, employers, 
homemakers, the bereaved, pensioners, volunteers and those beginning again after major 
life change.  
 
There were many changes to our Department over 2008-2010 as we welcomed new staff 
and integrated new services.  In 2010, this included the Rural Social Scheme and Community 
Services Programme from the Department of Community, Equality and Gaeltacht Affairs.  
We now welcome our new Minister Joan Burton T.D. while conveying gratitude to former 
Minister Éamon Ó Cuív T.D. and his predecessors for their contributions to the delivery of 
Strategy 2008-2010.   
 
2010 represented a new beginning in many ways.  Decisions made by Government in 
relation to the mandate of the Department meant that we had to re-imagine the type of 
service we would deliver to customers, particularly those of working age.  We began a new 
customer profiling and case management project for the unemployed.  This envisages a new 
approach whereby we engage with these citizens based on their personal profile.  It means 
processing the relevant payments while helping activate them back into employment or 
participation in society.  Indeed, during 2010 we marked the 100th anniversary of the 
opening of the first local offices in 1910.  Since then, our local office network has been a key 
point of regular contact with citizens through societal changes and pressures.  
 
The staff of the Department have faced significant challenges over the course of the period 
of the strategy from 2008-2010.  I would like to thank them for dedicated work often under 
extreme pressure.  I look forward to working with all staff over the coming years with a view 
to providing better services to Government and our customers.   
 

 
Niamh O’Donoghue 
Secretary General 
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THE DEPARTMENT – ITS BUSINESS AND ORGANISATION 
 

 
 

The Main Functions of the Department 
The Department supports the Minister in the discharge of governmental, parliamentary and 
departmental duties.  During the year its main functions were: 
 

 to formulate appropriate social protection and policies to promote social inclusion; 

 to administer and manage the delivery of statutory and non-statutory social protection 
schemes and services; and 

 to work with other departments and agencies in the delivery of Government policies 
 
Following a Government decision, with effect from 1 May 2010 the Department of Social and Family 
Affairs was renamed the Department of Social Protection and a number of functions relating to 
family affairs and social inclusion were transferred to the newly named Department of Community, 
Equality and Gaeltacht Affairs.  
 

Scale of the Department’s business  
Some 1.4 million people each week receive a social welfare payment and, when qualified adults and 
children are included, a total of over 2.1 million people benefit from weekly payments.  Some 
600,000 families receive child benefit payments in respect of over 1.1 million children each month.  
The total expenditure by the Department in 2010 was €20.76 billion.  The day-to-day activities of the 
Department include: 

- some 50 separate schemes and services; 
- over 2 million applications cleared in the year; 
- over 6.5 million telephone calls to the Department; 
- over 85.3 million payments; 
- some 929,000 control reviews;  
- processing applications for Personal Public Service Numbers for customers from some 140 

countries. 
 

During 2010, almost 3 million employee PRSI returns were received in respect of 2009, a decrease of 
11.9% from the previous year.  Nearly 260,000 returns from self-employed people were received in 
respect of the 2008 tax year, a decrease of some 2% on 2009 figures.  The social insurance element 
of the PRSI contribution goes to the Social Insurance Fund which helps pay for social welfare benefits 
and pensions.  Expenditure from the Social Insurance Fund in 2010 was €9.46 billion.  This 
expenditure was funded by the utilisation of opening reserves of €0.89 billion, PRSI receipts of €6.71 
billion and a subvention of €1.86 billion.   

 
Organisation of the Department  
The Department had 5,175 staff (4,836 full-time equivalent posts) at the end of 2010.  The 
organisation structure is set out in Appendix 1.  Headquarters offices are located in Buncrana, 
Carrick-on-Shannon, Dublin, Dundalk, Letterkenny, Longford, Roscommon, Sligo, Tubbercurry and 
Waterford.   There is a nationwide network of some 125 social welfare local and branch offices. 
 
General Register Office/Civil Registration Service 
The Civil Registration Service provides for the registrations of births, stillbirths, adoptions, deaths and 
marriages in the State and from 2011 provides for the registration of civil partnerships.  The service is 
managed by the General Register Office (GRO) while registration services are provided by registrars 
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appointed by the Health Service Executive at various locations across the State.  The GRO 
headquarters are in Roscommon and the office operates a genealogy research facility in Dublin.   
www.groireland.ie 
 
Social Welfare Appeals Office  
The Social Welfare Appeals Office is an office of the Department independently responsible for 
determining appeals against decisions on social welfare entitlements, insurability of employment 
issues and certain decisions made by the Health Service Executive under the Supplementary Welfare 
Allowance Schemes.   www.socialwelfareappeals.ie  
 

Statutory Agencies under the aegis of the Department 
The Citizens Information Board is the national agency responsible for supporting the provision of 
information, advice and advocacy on social services and for the provision of the Money Advice and 
Budgeting Service (MABS).   www.citizensinformationboard.ie 
 
The Pensions Board is responsible for overseeing the implementation of the Pensions Act which 
concerns the regulation of occupational and private pensions.  The Board also advises the Minister in 
relation to pension policy.   www.pensionsboard.ie 
 
The Office of the Pensions Ombudsman investigates complaints of financial losses, due to 
maladministration and disputes of fact or law, in relation to occupational and private pension 
schemes and Personal Retirement Savings Accounts.  The Pensions Ombudsman is a statutory officer 
and exercises his functions independently.   www.pensionsombudsman.ie 
 
The Social Welfare Tribunal1 is a statutory body set up in 1982 to deal with cases where entitlement 
to Jobseeker's Benefit or Jobseeker's Allowance is refused due to an involvement in a trade dispute.  
Where a person feels that they have been unreasonably deprived of employment because their 
employer refused or failed to follow the negotiating machinery available for settling disputes, they 
may apply to the Tribunal for adjudication on the matter. 
 
Family Support Agency 
On 23 March 2010 the Government reassigned responsibility for the Family Support Agency from the 
Department of Social Protection to the Department of Community, Equality and Gaeltacht Affairs. 
The transfer of functions was completed on 1 May 2010. 
 
 
 
 
 
 
 
 
 
 

 
 
 

                                                 
1
 http://www.welfare.ie/EN/OperationalGuidelines/Pages/socweltrib.aspx 

 

 

 

 

http://www.groireland.ie/
http://www.socialwelfareappeals.ie/
http://www.citizensinformationboard.ie/
http://www.pensionsboard.ie/
http://www.pensionsombudsman.ie/
http://www.welfare.ie/EN/OperationalGuidelines/Pages/socweltrib.aspx
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MANAGEMENT BOARD 
 
 
 

 
 

 
Back row, left to right: John McKeon, Assistant Secretary;  Brian Ó Raghallaigh, Assistant Secretary;  

Anne Vaughan2, Assistant Secretary;  Helen Faughnan, Assistant Secretary;  
Niall Barry, Assistant Secretary;  Geraldine Gleeson, Director, Appeals Office. 

 
Seated, left to right:  Orlaigh Quinn, Assistant Secretary; Niamh O’Donoghue, Secretary General; 

Alice O’Flynn, Assistant Secretary. 
 
Not in picture:   Clement Leech, Chief Medical Advisor; Kathleen Stack, Assistant Secretary 

(joined Dept in May 2011)  
 
 
 
Retired during 2010: 
 
 
 

 
 
 
 
 

      Bernadette Lacey  Maureen Waldron   Eoin Ó Broin 
      Secretary General   Director   Director 
 

 

                                                 
2 
Appointed Deputy Secretary General in 2011 
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2010 IN REVIEW 

 
 

Economic Context 
The Irish economy is estimated to have contracted by 2.1% (GNP) in 2010, continuing the negative 
trend started in 2008.  However, the rate of contraction was much lower than in 2009 and 2008. 
 
CSO statistics showed increases in unemployment during 2010.  Recorded unemployment was at 14.1% 
in Quarter 4, compared to 12.4% at the same time in 2009.  Employment fell by 64,500 or 3.4% over the 
year since Quarter 4 2009; this was the lowest annual fall in employment since the third quarter of 
2008.  Part-time employment increased by 3,600 while full-time employment fell by 68,200.  The largest 
decreases in full-time employment were in construction (-26,800), industry (-8,400), and financial, 
insurance and real estate activities (-8,800). 
 

Budgetary Measures 
Budget 2010 was announced in December 2009 and provided for a number of measures designed to 
reduce public expenditure and restore stability to the public finances.  These measures included:  
 

o A reduction of €16 per month in both the lower rate and the higher rate of child benefit.  
Families with children dependent on social welfare and low income families in receipt of 
family income supplement were fully compensated for this reduction through an increase in 
the payment for qualified children.    

o A reduction of 4.1% (an average of €8.30 per week) in the weekly personal rates of payments 
made to people aged under 66.  Associated qualified adult rates of payment were reduced 
proportionately.  

o Reduced rates of jobseeker’s allowance and supplementary welfare allowance for new 
claimants aged 20 to 24 inclusive.  

o Limitation of the treatment benefit scheme in 2010 (subject to yearly review) to the free 
examination elements of dental and optical benefits. The hearing aid scheme was 
unchanged.   

 
A wide range of supports were fully maintained at 2009 levels, including:  
 

o Pensions and other payments to people aged 66 years and over, including payments for 
pensioners’ dependent spouses aged under 66 years.  

o Extra allowances paid to pensioners and people with disabilities who live alone and those 
aged over 80 years.  

o Household benefits package, which includes the free television licence, electricity-gas 
allowance and telephone allowance, and free travel scheme as well as fuel allowances.  

o Half-rate payments of carer’s allowance to persons in receipt of another welfare payment.  
o Respite care grant at €1,700 per annum.  
o Bereavement grant and the widowed parent grant. 
o Domiciliary care allowance paid to parents and guardians of severely disabled or ill children 

under 16 years of age.  
o Half-rate illness benefit and jobseekers benefit payments for widows or lone parents remain, 

however rate reduction was applied. 
o The existing arrangements for lone parents and people with a disability who participate on 

community employment schemes.  
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Policy Developments 
 
Transfer of Functions 
On 23 March 2010, the Taoiseach announced a series of changes to Ministerial portfolios and 
Departmental functions including the establishment of the Department of Social Protection following 
the merger of the Department of Social and Family Affairs with: 

(a) the rural social scheme and community services programme of the Department of Community, 
Equality and the Gaeltacht which subsequently transferred on 1 September 2010; 

(b) the redundancy and insolvency schemes of the Dept of Enterprise, Trade and Innovation; and  
(c) the employment and community employment services of FÁS. 

 
Furthermore, responsibility for family affairs and the co-ordination of social inclusion initiatives were 
transferred to the Department of Community, Equality and Gaeltacht Affairs.   
    
These changes of Departmental function will facilitate a radical transformation of social protection in 
the State involving a move away from a passive form of income support to a proactive engagement with 
customers using an end-to-end case management approach.  As well as income support, the 
Department will now focus its interventions on assisting customers to find employment or to prepare 
themselves for entry into the labour market by accessing career advice, training, education, work 
experience and job placement.   The implementation of the earlier Government decision to transfer the 
Community Welfare Service from the HSE to the Department will augment this process of change.   
 
Publication of three policy reports 
In November 2010, the Department published three strategic policy reports: A Policy and Value for 
Money Review of Child Income Support and associated spending programmes; Report on the 
desirability and feasibility of introducing a single social assistance payment for people of working age; 
and Value for Money Review of the Disability Allowance scheme. 

 
The three reports share common themes with the main objective being the improvement of outcomes 
for people and their families reliant on the support of the social protection system.  
 
National Pensions Framework 
The National Pensions Framework, published in March 2010, sets out plans for future pension reform 
and encompasses all aspects of pensions, from social welfare to private occupational pensions and 
public sector pension reform.  Development of the framework was informed by an extensive 
consultation process following publication of the Green Paper on Pensions.  The aim is to deliver 
security, equity, choice and clarity for the individual, the employer and the State.  It also aims to 
increase pension coverage, particularly among low to middle income groups and to ensure that state 
support for pensions is equitable and sustainable. 
 
In May 2010 an inter-departmental/agency implementation group, chaired by the Department, was 
established to develop the legislative, regulatory and administrative infrastructure required to 
implement the various elements of the framework.   The implementation phase is expected to take 3 to 
5 years. 
 
Equality Review of the Social Welfare Code 
The Department carried out a technical review of the entire social welfare code to examine its 
compatibility with the Equal Status Act, 2000 (as amended).  One of the main issues identified in the 
review was the treatment of same-sex couples in the social welfare code.  This has now been addressed 
by the Civil Partnership and Certain Rights and Obligations of Cohabitants Act, 2010, which introduced 
civil partnership from 1 January 2011.  The social welfare legislative provisions for the introduction of 
civil partnership are contained in the Social Welfare and Pensions Act, 2010. 
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The findings in the review will contribute to informed planning and policy making to ensure that the 
social welfare system reflects the needs and expectations of all citizens and is equitable in meeting 
those needs.   
 
Civil Partnership and Certain Rights and Obligations of Cohabitants Act, 2010 
The Civil Partnership and Certain Rights and Obligations of Cohabitants Act was enacted on 19 July 2010 
and the Government introduced civil partnership from 1 January 2011.  The legislative changes required 
to introduce civil partnership into the social welfare code were provided for in the Social Welfare and 
Pensions Act, 2010.  The first civil partnership was registered on 7 February 2011. 
   
Lone Parents 
Changes to the one-parent family payment were introduced in the Social Welfare (Miscellaneous 
Provisions) Act, 2010.  For new customers, from April 2011, the payment is paid until the youngest child 
in the family reaches the age of 14 years.  For existing recipients of the payment, there will be a six-year 
phasing-out period to enable them to access education and training and to prepare them for their 
return to the labour market.  Special provision is made for families with children for whom the 
domiciliary care allowance is paid and for the recently bereaved (both married and cohabiting).  These 
changes bring Ireland's support for lone parents more in line with international provisions, where there 
is a general movement away from long-term and passive income support.  
 
Gender Recognition Advisory Group 
On foot of a High Court ruling that Ireland is in breach of the European Convention on Human Rights in 
not having a process to legally recognise the acquired gender of transsexual persons, the Government 
decided to introduce legislation to comply with the judgement.  
 
To progress this decision, the Minister for Social Protection established an interdepartmental group – 
the Gender Recognition Advisory Group - to advise on the legislation required to provide for legal 
recognition of the acquired gender of transsexuals.  The Group commenced work in May 2010.  A public 
consultation process commenced in August.  The Group is due to report to the Minister in 2011. 
 
Longitudinal Study  
The National Longitudinal Study of Children ‘Growing Up in Ireland’ monitors the development of 
18,000 children.  In 2010, initial findings from the data collected in respect of the nine-month old infant 
cohort were published in a report entitled The Infants and their Families.  
 
EU and International Social Security Policies  
New EU Social Security Regulations 
On 1 May 2010, EC Regulations 883/2004 and 987/2009 on co-ordination of social security systems 
came into force.  These new regulations replaced EC Regulations 1408/71 and 574/72 and update the 
rules for the coordination of social security rights of persons moving within the European Economic 
Area (i.e. the European Union, Iceland, Liechtenstein and Norway) and Switzerland. 

 
Bilateral agreement with Japan 
The bilateral agreement on social security with Japan came into force on 1 December 2010. 

 

Control Measures and Reviews 
The prevention of fraud and abuse of the social welfare system is an integral part of the day-to-day 
work of the Department.  A key objective of the Department’s control strategy is to ensure that the 
right person is paid the right amount of money at the right time.  A four-pronged control strategy is in 
place, namely prevention of fraud and error at the initial claim stage; early detection through effective 
review of claims in payment; measures to deter fraud; and the pursuit and recovery of overpayments.   
 
The rapidly changing economic environment with large increases in the levels of unemployed in 2010 
posed challenges for the prevention and effective management of fraud and control.  The Department’s 
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response to these challenges has been to introduce new evidence based measures to target control 
activity at high risk categories of claimants, including increased data matching with other Government 
Departments and public bodies.  Review policies focus control activity on the high risk areas within 
schemes and on claims that have been identified as having a higher risk of fraud and abuse.   
 
In addition to other reporting mechanisms, since early 2010 the Department’s website facilitates 
making on-line anonymous reports of suspected abuse of schemes3.  All reports are dealt with in 
confidence.  Further information is in Appendix 3 of this report. 

                                                 
3
 https://www.welfare.ie/EN/Secure/Pages/ReportSuspectFraud.aspx  

https://www.welfare.ie/EN/Secure/Pages/ReportSuspectFraud.aspx
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THE DEPARTMENT’S GOALS 

 
 
 
The Department’s Statement of Strategy 2008-2010 presents our high level goals, as follows: 
 
 
Goal 1: CHILDREN AND FAMILIES 
 

To contribute to the well-being of children and families through income and other 
supports and facilitate participation in employment 

 
Goal 2: PEOPLE OF WORKING AGE 
 

To provide income and other supports to people of working age and to facilitate 
them in taking up employment, training, education or development opportunities 

 
Goal 3: RETIRED AND OLDER PEOPLE 
 

To provide and promote adequate, secure and sustainable pensions and other 
appropriate supports for retired and older people 

 
Goal 4: PEOPLE WITH DISABILITIES 
 

To provide income and other supports to people with disabilities and to facilitate 
them in taking up employment, training, education or development opportunities 

 
Goal 5: POVERTY AND SOCIAL INCLUSION 
 

To attain better outcomes in tackling poverty and achieve a more inclusive society 
through the provision of income and other support services and co-ordinating 
implementation of Government strategies for social inclusion 

 
Goal 6: IDENTITY MANAGEMENT AND SECURE ACCESS TO SERVICES 
 

To establish and authenticate customer identity for public services and to support 
the development and deployment of a public service-wide identity policy 
framework 

 
Goal 7: OPERATIONAL CAPABILITIES AND MODERNISATION 
 

To develop further an effective, adaptable and capable organisation and a culture 
of excellence 

 
 
 
 



Department of Social Protection   Annual Report 2010     14 

 

 
GOAL 1 - CHILDREN AND FAMILIES 

 
To contribute to the well-being of children and families through income and 

other supports and facilitate participation in employment 
 

 
Context 
Support for children and families is provided through child benefit, qualified child payments, family 
income supplement, back to school clothing and footwear allowance, and the school meals programme. 
 

2010 Budgetary Measures 
 A reduction of €16 per month in both the lower rate and the higher rate of child benefit 

bringing the lower rate to €150 per month and the higher rate to €187 per month.  

 Families with children dependent on social welfare were fully compensated for the reduction in 
child benefit through an increase of €3.80 per week, to €29.80, in the full rate payment for each 
qualified child.  

 Low income families in receipt of family income supplement were fully compensated through 
an increase in the weekly earnings thresholds of €6 per child.  

 
Policy Developments 
Value for Money Review on Child Income Support policies and programmes 
In November 2010 a value for money review on child income support policies and associated spending 
programmes was published.  The review covered policy around child benefit, qualified child increases 
and the family income supplement payments as well as aspects of the back to school clothing and 
footwear allowance and the early childcare supplement.  Further information is set out in Appendix 5.   
 
Longitudinal Study  
The aim of this study is ‘to examine the factors which contribute to or undermine the well-being of 
children in contemporary Irish families, and, through this, contribute to the setting of effective and 
responsive policies relating to children and to the design of services for children and their families’.  
 
This study was commissioned in 2006 by the Department of Health and Children through the Office of 
the Minister for Children and Youth Affairs in association with the Department of Social Protection and 
the Central Statistics Office.  It is being carried out by the ESRI and Trinity College Dublin.  In addition to 
representation on the governance structures, the Department supports this project through access to 
the child benefit register for the identification of the children involved in the study. 
 
In 2010 the second formal report from the study, The Infants and their Families, was published.  This 
report presents the findings from the first wave of data collected from the nine-month old infant 
cohort, which involved 11,100 families.     

 
Service Delivery 
Child Benefit 
Child benefit provides support to all families with children.  It is payable to the parents or guardians of 
children under 16 years of age, or under 18 years of age where the child remains in full-time education 
and it is paid monthly in respect of each qualified child.  In 2010, child benefit was paid to 591,432 
families in respect of 1,124,003 children at a cost of €2.2 billion. 
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The scheme administration operates a control programme to ensure that payment is made to 
customers who continue to fulfil the qualifying conditions.   Certificates are issued to parents, targeted 
on a risk basis, to confirm ongoing entitlement.  Some 514,000 reviews were undertaken in 2010, with 
savings of over €100 million returned to the Department. 
 
Qualified child increases 
Qualified child increases are paid as supplements to weekly social welfare benefits and allowances to 
reflect the need for greater incomes among benefit-dependent households with dependent children. 
These payments do not of themselves constitute a specific social welfare scheme but, in effect, seek to 
ensure that the level of targeted income support is linked with the number of dependents in a 
household.  In 2010 qualified child increases were paid at a rate of €29.80 per week per dependent child 
and at €14.90 in the case of half rate payments.  A qualified child increase is payable at half rate where 
a spouse/partner living with a recipient is not a qualified adult, e.g. where the spouse/partner is 
working.  The cost of the payment was in the region of €669 million in respect of 494,000 children. 
 
Family Income Supplement (FIS) 
Family income supplement provides support to lower income families with children where one or both 
of the couple is in employment of at least 19 hours per week. 

 Over 46,000 applications (both new and renewal) were processed in 2010. 

 Payments were made to over 28,000 families with 62,000 children. 
 
Back to School Clothing and Footwear Allowance 
The back to school clothing and footwear allowance provides assistance in respect of certain qualifying 
school-going children. The scheme operates from June to September each year and provides once-off 
lump sum payments in respect of eligible children.  Almost 163,000 families and 325,000 children 
qualified for the payment in 2010 compared with 140,000 families and 280,000 children in 2009. 
 
Administrative efficiencies were achieved in 2010 through the use of pre-populated application forms 
and by establishing regional claim processing units.  
 
School Meals  
The school meals programme includes the urban school meals scheme, operated by local authorities 
and part-financed by the Department; and the school meals local projects scheme, which provides 
funding directly to schools and local groups.  The budget for the school meals programme was 
maintained at €35m for 2010.  Priority for funding is given to schools in the Department of Education 
and Skills’ initiative for disadvantaged schools –“Delivering Equality of Opportunity in Schools” (DEIS).   
Nine new DEIS schools joined the school meals local projects scheme in 2010.  Some 2,000 schools and 
groups and 200,000 children have benefited annually from the school meals programme in recent 
years.   
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GOAL 2 - PEOPLE OF WORKING AGE 
 

To provide income and other supports to people of working age and to facilitate 
them in taking up employment, training, education or development 

opportunities 
 

 

Context  

During 2010, some 725,000 people of working age were in receipt of payments from the Department.  
These were paid mainly in respect of jobseeker, illness, caring4, maternity, employment supports and 
one-parent families.  In addition, the Department has a range of supports available to assist customers 
of working age back into employment, education and training. 
 
The labour force (employed and unemployed) was 2,122,200 in Quarter 4 of 2010, which represents a 
decrease of 33,000 or 1.5% over the year since Quarter 4 of 2009.  The proportion of all persons aged 
15 and over in the labour force declined from 61.2% to 60.4% in the same period.  The average monthly 
live register for 2010 was 441,689.  This compares with 398,159 for 2009.  At the end of 2009, the live 
register was 423,595 and by December 2010 it had increased to 437,0795. 

 

2010 Budgetary Measures 
Weekly rates of payment  

 Payments to people aged under 66 (except the dependent adults of those aged over 66) were 
reduced by about 4.1% or an average of €8.30 per week.  

 Proportionate decreases were also made in payments for the qualified adult (dependent 
spouse) of the main welfare recipient.  

 
Jobseeker’s Allowance Measures  

 In order to incentivise 20 to 24 year old jobseekers to avail of education and training 
opportunities and avoid becoming welfare dependent at a young age, changes were made to 
the jobseeker’s allowance scheme. From January 2010, a new rate of €100 per week was 
introduced for new claimants aged 20 and 21 and €150 per week for those aged 22 to 24.  

 The full adult rate is paid to recipients aged 20 to 24 years who participate in certain early 
school leaving courses, back to education or FÁS training courses. 

 In order to incentivise participation in training and education, and thereby increase a person’s 
employability, a reduced rate of €150 per week was introduced for jobseeker’s allowance 
recipients who refuse to avail of labour activation measures and education opportunities. 

 All of these measures also apply to supplementary welfare allowance.  
 

Treatment Benefit Scheme  

 The treatment benefit scheme was limited in 2010 (subject to yearly review) to the free 
examination elements of dental and optical benefits.  The hearing aid scheme was unchanged.   

 The main dental treatments no longer covered include scale and polish (previously available 
free bi-annually), extractions, fillings and dentures (previously contribution to cost). 

 The main optical treatments no longer covered are the provision of spectacles (previously, 
either the cost in full or a contribution towards cost was made). 

                                                 
4
 Some 18% of carers fall into the category of retired or older people 

5
Additional information on the profile of the live register is available at 

http://www.welfare.ie/EN/Policy/ResearchSurveysAndStatistics/Pages/liveregisterprofile.aspx  
   

http://www.welfare.ie/EN/Policy/ResearchSurveysAndStatistics/Pages/liveregisterprofile.aspx
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Policy Developments  
Activation - Customer Profiling & Case Management 
Activation and support for those who are unemployed is a key priority for Government.  The 
Department’s customer profiling and case management project plays a critical part in this regard.  At 
present, one of the main means of activation of those who are on the live register is the National 
Employment Action Plan (NEAP).  This involves automatic referral to FÁS of those who are on a 
jobseeker’s payment for a period of 3 months.   
 
The level and type of intervention that people require is dependent on a range of factors including 
educational and skill levels, age, and family circumstances.  However, the current NEAP process is 
neither an effective selection tool nor efficient use of resources, in that all customers are processed in 
the same way regardless of their personal profile.  In July 2010 a project team, including representatives 
from FÁS, was established to address this across a number of strands. 
 
Strand 1: Customer Profiling and Case Management 
Profiling:  The Department developed new systems to provide for the collection and assessment of data 
from jobseekers and the calculation of each person’s probability of exit from the live register within 12 
months.  This will provide the facility to segment and select customers for referral to appropriate 
supports.  Initial trials of the data capture from new claimants will commence in 2011. 

 
Case Management:  In October 2010 a new case management system providing for the automatic 
scheduling of appointments and case management for facilitators in supporting jobseekers was 
introduced.  This is one of the key initiatives providing a case management structure to support 
activation rollout to all customers of working age. 
 
Employment Action Plan (EAP) system: A new IT system was developed to replace the existing 
employment action plan selection and referral system and includes the facility to schedule individual or 
group appointments with FÁS or other agencies.  It is planned that the new system will be rolled out to 
all Social Welfare local offices over 2011.  In conjunction with the profiling system, this new facility will 
assist in providing for more targeted interventions for jobseekers. 

 
Strand 2: FÁS Case Management  
Development work commenced on a facility to provide Department staff with access to the current FÁS 
case management information to support the decision making process in relation to jobseeker 
payments.    
 
Strand 3: Joint DSP-FÁS Group Engagement sessions with job-seeking customers 
To assist the Department and FÁS in improving the current EAP processes for customers and staff, joint 
DSP-FÁS group engagement sessions were introduced during the year where jobseekers are engaged 
with groups of 20 at a single location.  Initial trials are underway since October in the Department’s 
Dublin North, Dublin South and Western regions and the evaluation of these will inform future roll-out. 
 
Strand 4: Voluntary Engagers (‘Walk-ins’) 
In order to avoid duplication of effort, new IT and business solutions are being developed with regard to 
jobseekers who both self-present at FÁS offices for support in re-entering the labour market and are 
also selected as part of the employment action plan (EAP) system. 
 
Strand 5: Organisation and Change Management 
To support the introduction of the new activation initiatives and processes, a support, training and 
communications framework has been put in place.  During the year, this included senior management 
communications, information briefings, system demonstrations for staff, and a seminar for facilitators 
and regional co-ordinators held on 2 November.   

 



Department of Social Protection   Annual Report 2010     18 

 

Activation – Education Supports 
A number of improvements were made to the Department’s employment and educational support 
schemes in response to the changing economic environment.  
 
Back to Education Allowance  
With effect from 19 July 2010, the qualifying period for third level education was reduced from 12 
months (312 days) to 9 months (234 days) for all qualifying social welfare payments except for illness 
benefit, for which the qualifying period remains at 2 years.  Also, the condition that applicants must be 
commencing the first year of an approved full-time course to access the back to education allowance 
was relaxed, subject to satisfying certain conditions, for example where an exemption is granted by the 
college or course provider. 
 
Second Chance Education Scheme 
The second chance education scheme aims to encourage those in target groups or areas of special 
disadvantage to return to education and training as a means of improving their educational 
qualifications with a view to returning to the labour force.  Funding under the scheme is being 
amalgamated with the activation and family support programme from 2011.  The amalgamation of the 
schemes is necessary to ensure compliance with auditing and accounting requirements; to ensure 
funding is used for appropriate purposes; to strengthen the application and approval procedures and to 
provide robust review and evaluation processes.  
 

Activation – Employment Supports 
New Scheme - Tús  
A new initiative called Tús was announced in Budget 2011.  Tús is an important element in the 
development and delivery of employment and community services and will aim to provide quality work 
opportunities to the unemployed and beneficial outcomes to the community.  A key feature of the 
scheme is to provide a new activation route that will support unemployed people in remaining job-
ready for re-entry to employment as the economic environment improves.  Referrals under this 
initiative will operate in tandem with the improved processes being developed under the national 
employment action plan.  
 
The scheme will provide 5,000 short term working opportunities, has both an urban and rural focus, and 
is built on the proven architecture of the rural social scheme, which enables community and voluntary 
organisations to benefit from the skills and experience of people who are unemployed.  

 
While Tús is being introduced, funded and managed by the Department, at a local level the local 
development companies and Údarás na Gaeltachta will be responsible for its roll-out and delivery.  
Participants, who fulfil the eligibility conditions, will, in the first instance, be identified by the 
Department and placements will be for a continuous period of 52 weeks.  Some €30m has been 
provided towards this initiative in 2011.  

 

Study on single social assistance payment for working age people 
In November 2010, a report of the review on the desirability and feasibility of introducing a single social 
assistance payment for people of working age was published.  The report sets a broader context for 
more detailed work on the framework for a single social assistance payment that will provide the 
necessary support for people of working age to achieve their full potential.  The report is referenced in 
the National Recovery Plan 2011-2014, which states that structural reform in the area of working age 
payments could include the development of a single social assistance payment to replace the different 
means-tested working age payments, including some secondary and supplementary payments, as part 
of a more purposeful labour activation strategy.  A process of consultation is envisaged with other 
stakeholders on the framework for a single social assistance payment to stimulate debate on the issue.  
Further information on this report is set out in Appendix 5 Value for Money and Policy Reviews. 
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Lone Parents 
The current duration of the one-parent family payment, which is payable until the  
youngest child in a lone parent family reaches the age of 18 years - or 22 years if in full-time education - 
is not in the best interests of the recipient, their children or society.   
 
In general, the best route out of poverty is through paid employment.  It is recognised that work, and 
especially full-time work, may not be an option for parents of young children.  However, it is believed 
that supporting parents to participate in the labour market, once their children have reached an 
appropriate age, will improve both their own economic situation and the social well-being of 
themselves and of their families. 
 
Social welfare supports for lone parents should be designed to: 

 prevent long-term dependence on social welfare supports and facilitate financial 
independence; 

 recognise parental choice with regard to the care of young children but with the expectation 
that parents will not remain outside of the labour force  indefinitely; and 

 include an expectation of participation in education, training and employment, with supports 
provided in this regard. 

 
Changes to the one-parent family payment which were introduced in the Social Welfare (Miscellaneous 
Provisions) Act, 2010 will help meet these social policy objectives.  For new customers, from April 2011 
the payment is paid until the youngest child in the family reaches the age of 14 years.  For existing 
recipients of the payment, there will be a six-year phasing-out period to enable them to access 
education and training and to prepare them for their return to the labour market.  Special provision is 
made for families with children for whom the domiciliary care allowance is paid and for the recently 
bereaved (both married and cohabiting).   These changes bring Ireland's support for lone parents more 
in line with international provisions, where there is a general movement away from long-term and 
passive income support.  
 

Service Delivery  
Claim Processing 

 544,760 jobseekers claims, a decrease of 15% on the previous year; 

 17,637 one-parent family payment applications; 

 287,846 illness benefit claims in an average time-to-award of one week and 3 days where 
customers have no other income; 

 15,119 claims for occupational injury benefit; 

 over 3 million medical certificates for on-going entitlements to illness benefit and 
occupational injury benefit; 

 5,486 stand-alone (i.e. not linked to another payment such as carers allowance) respite care 
grants; 

 131,107 medical assessments and reviews in respect of medical suitability for various 
schemes; 

 305,489 free dental examination claims; 

 158,198 free eye examination claims;  

 7,668 claims under the medical appliance scheme. 

 
Jobseekers Payments 
During 2010, local and branch offices continued to process large volumes of claims.  However, further 
improvements in processing times and customer service were realised during the year as a result of the 
Department’s local office process modernisation (LOPM) initiatives.  The LOPM programme has been 
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ongoing since 2008 and optimises the use of technology to support new and improved business 
processes. 
 
At the end of 2010, claims for jobseeker’s benefit were being processed on average in 1.5 weeks, 
compared to 2 weeks in 2009, and jobseeker’s allowance claims in 4.9 weeks compared to an average 
of 6.2 weeks at the end of 2009.  Similarly claims on hand pending decision reduced from over 52,000 at 
the end of 2009 to 38,000 at the end of 2010 representing a decrease from 11% of claim load to 7%. 

 
Employment Support Services 
Back to Work Enterprise Allowance and Short Term Enterprise Allowance schemes 
The back to work enterprise allowance scheme and the short term enterprise allowance schemes are 
programmes designed to assist long-term unemployed people, lone parents, people with disabilities 
and other social welfare recipients to take up opportunities of self employment. 

 
At the end of December 2010 there were 10,173 participants on the back to work schemes: 

 7,958 on the back to work enterprise scheme (increase of 73% on 2009); 

 1,364 on the short-term enterprise scheme (increase of 18% on 2009); and 

 851 on the back to work allowance employee strand (decrease of 58% on 2009).  This scheme 
was closed to new applicants from 1 May, 2009.   

 
Employment Incentives  
In order to assist in a person’s recovery from illness with a view to them ultimately rejoining the 
workforce, people receiving illness benefit may receive an exemption to take up part-time employment 
or participate in an educational/training programme.  During the year some 2,700 requests were 
processed and at the end of 2010 some 2,130 people were in receipt of an exemption.  
 

Rural Social Scheme 
The aims of the rural social scheme are to provide income support for farmers and fishermen who are 
currently in receipt of specified social welfare payments, and to provide certain services of benefit to 
rural communities.  The scheme allows low-income farmers and fishermen, who are unable to earn an 
adequate living from their farm holding/fishing, to earn a supplementary income.  
 
Although responsibility for the scheme rests with the Department, it is managed on a local level by the 
Local Development Companies and Údarás na Gaeltachta in Gaeltacht areas.  In 2010, some 2,600 
participants and 130 supervisors were engaged in supporting 2,460 community projects at a cost of 
over €46m.  
 

Community Services Programme (CSP) 
The objective of the community services programme is to support local community services in the 
delivery of good quality local services that address disadvantage, while providing funding to employ 
people with limited work opportunities.  As a general principle, 70% of workers in CSP-funded posts 
must be from the following target groups: people with disabilities; the long-term unemployed; 
travellers; lone parents; and rehabilitated drug misusers. 
          
The services delivered include childcare, homecare and meals services for the elderly; transport and 
care services for persons with limited mobility or with disabilities; rural transport services; resource and 
community centre management; rural tourism and heritage services; community radio; recycling and 
environmental projects; household insulation and security; recreation services; and community laundry 
services.  
 
The programme is administered by Pobal on the Department’s behalf, while all policy development and 
decisions relating to the programme and the approval of services for funding remain with the 
Department.  During the year the programme supported in excess of 440 community based projects, 
334 managers and 1,834 full-time equivalent posts at a cost of over €45m. 



Department of Social Protection   Annual Report 2010     21 

 

 
Education Support Services 
Back to Education Allowance 
In the 2009/2010 academic year a total of 20,808 people (10,457 at 2nd level, 10,351 at 3rd level) were 
in receipt of a back to education allowance, an increase of 79% on 2009.  The scheme facilitates the 
long-term unemployed, lone parents and other social welfare recipients in gaining access to second 
chance education, either at 2nd or 3rd level, by payment of a weekly allowance.  The objective of the 
scheme is to raise educational qualifications and skills levels among the long-term unemployed and 
other disadvantaged groups in order that they will meet the requirements of the modern labour 
market.  
 

Pay-Related Social Insurance (PRSI)  
During the year: 

 Over 2.97 million employee returns were received from the Revenue Commissioners for 2009, 
a decrease of 11.9% from the previous year. 

 Some 258,000 returns from self-employed people were received in respect of the 2008 year, a 
decrease of some 2% or 5,000 cases from the previous year.  Work on verifying details of part-
paid self-employed contributors continued in co-operation with the Revenue Commissioners. 

 PRSI retention certificates were issued for 4,300 customers, a decrease of 30% on 2009 levels.  
However, the planned introduction of new EU regulations in May 2010  increased 2009 
volumes as certificates which were due to expire after May 2010 were renewed under existing 
regulations in order to avail of transitional provisions.  These provisions allowed certificates 
issued under the old regulations to continue in force for a period of up to 10 years, provided 
there was no material change in circumstances.  

 End of year returns were received from 598 employers in respect of employees who continued 
to be insured under Irish social security law while they were temporarily posted to another 
country, either under EU regulations or a relevant bilateral agreement.  PRSI to the value of 
€25.9 million was received in respect of these employees, a 12.5% decrease on 2009.  

 

Employer Job (PRSI) Incentive Scheme    
The employer job (PRSI) incentive scheme was launched on 20 June 2010.  Under the scheme: 

 If an employer took on an additional member of staff in 2010 who had been unemployed for 6 
months or more, they would be exempted from paying employers’ PRSI for 12 months;   

 The job must be new and additional, be for at least 30 hours a week and last for at least six 
months; 

 
By end December 2010, applications were received from 961 employers in respect of over 1,800 
employees and exemptions were awarded in respect of 1,200 employees.   The Government agreed the 
extension of the scheme to end 2011 in the context of the budget and national recovery plan. 
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GOAL 3 - RETIRED AND OLDER PEOPLE 
 

To provide and promote adequate, secure and sustainable pensions and other 
appropriate supports for retired and older people 

 

 
Context 
During 2010, over 470,000 people were in receipt of state pension (transition, contributory and non-
contributory) or widow/widowers6 pension while some 70,000 qualified adults and some 15,000 
qualified children also benefited.  In addition, there were 400,000 recipients of the household benefits 
package (electricity/gas allowance, free television licence and telephone allowance) and some 700,000 
recipients of the free travel pass, the majority of whom were in receipt of pensions. 
 
CSO statistics (EU-SILC)7 published in 2010 showed that the consistent poverty rate for older people 
(65+ years) fell to 1.1 % in 2009, down from 1.4 % in the previous year.  The Government’s target in this 
area, as set out in the National Action Plan for Social Inclusion, has been met. 

 
 

2010 Budgetary Measures 
 Budget 2010 maintained the personal rate of payment for all pensioners aged 66 or over (and 

aged 65 in the case of invalidity pension and state pension transition) at 2009 levels.  

 Allowances for free travel, household benefits (free TV licence, electricity/gas and telephone 
allowances), living alone allowance, over 80 age allowance and fuel allowance also remained 
unchanged.   

 In addition an extra once-off payment of €40 was made to all households in receipt of fuel 
allowance.  This extra payment benefited people in receipt of state pensions who are more 
vulnerable to the effects of the cold weather experienced in December 2010.    

 
 

Policy Developments  
National Pensions Framework 
The National Pensions Framework was published in March 2010.  The framework sets out the plan for 
future pension reform and it encompasses all aspects of pensions, from social welfare to private 
occupational pensions and public sector pension reform.  Development of the framework was informed 
by the range of views raised during the consultation process which followed publication of the Green 
Paper on Pensions. 
   
The aim of the framework is to deliver security, equity, choice and clarity for the individual, the 
employer and the State.  It also aims to increase pension coverage, particularly among low to middle 
income groups and to ensure that state support for pensions is equitable and sustainable. 
 
In May 2010 an inter-departmental/agency implementation group, chaired by the Department, was 
established to develop the legislative, regulatory and administrative infrastructure required to 
implement the various elements of the framework.  A number of sub-groups were also established in 
order to advance particular elements of the framework.  These cover changes to the State pension; the 

                                                 
6
 Some 30% of contributory widows/widowers pensioners fall into the category of people of working age 

7
 http://www.cso.ie/releasespublications/documents/silc/current/silc.pdf  

http://www.cso.ie/releasespublications/documents/silc/current/silc.pdf
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development of the new “auto-enrolment” pension scheme; changes relating to existing occupational 
and voluntary pension schemes; and costing and data issues.  The implementation phase is expected to 
take 3 to 5 years. 
 
In July 2010, a consultation forum was held to provide stakeholders with an update on the 
implementation of the National Pensions Framework and to give them an opportunity to present their 
initial views on implementation.   
 
In December 2010, the then Minister for Finance announced a range of changes for the drawdown of 
pension benefits.  These changes fulfil the commitment in this regard in the National Pensions 
Framework.  The necessary legislation was included in the Finance Act 2011. 
 
In December 2010, legislation was introduced to provide for the introduction of new Government 
bonds and sovereign annuities.  The purpose of the initiative is to facilitate Irish pension schemes in 
investing in Irish bonds and thereby benefit from higher yields than are available to them at present.  
This will provide another option for defined benefit pension schemes that are currently struggling with 
deficits.  
 

Promotion of supplementary pension provision 
The national pensions awareness campaign (NPAC) continued in 2010 and activities included targeting 
specific audiences known to have low pension coverage as well as the general public.  The Department 
is represented on the NPAC project management board.   
 
During the year, two working groups were established in conjunction with the Pensions Board.  The 
Pensions Board is represented on the steering group (chaired by the Department) which was set up in 
2010 to implement the National Pensions Framework.  It also chairs the sub-group dealing with 
occupational and personal pensions as well as the ad-hoc group focusing on the development of a new 
defined benefit model.  In addition, the Pensions Board is represented on the sub-groups dealing with 
the auto-enrolment scheme and the costing and data group.  The Department is working closely with 
the Pensions Board (and others) on all of these groups. 

 
Incentive to older people to remain in the workforce 
An earnings disregard of €200 per week for the state pension (non-contributory) acts as an incentive for 
older people to remain in the workforce.  
 
As announced in the National Pensions Framework, state pension age will gradually be increased to 68 
years.  This will begin in 2014 with the removal of the state pension transition, which will standardise 
state pension age at 66 for all.  Abolition of this payment will also remove the retirement condition 
which has prevented some people from continuing in employment past the age of 65.  Thereafter, state 
pension age will increase to 67 in 2021 and to 68 in 2028.  Furthermore, arrangements are being 
considered which would allow people to postpone receiving the state pension beyond pension age and 
to make up contribution shortfalls. 

 
EU policy developments on pensions 
There were two significant policy developments at EU level in the area of pensions in 2010. 
 
Firstly, a major report on “Progress and key challenges in the delivery of adequate and sustainable 
pensions in Europe”8 was published in November 2010.  A significant feature of the preparation of the 
report was that it was a joint work by the Economic Policy Committee (Ageing Working Group) and the 
Social Protection Committee (Indicators Sub-Group), so for the first time it brought together at 

                                                 
8
 http://ec.europa.eu/economy_finance/publications/occasional_paper/2010/pdf/ocp71_en.pdf    
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European level the work of the EPC (which has focused on the future costs of pensions) and the SPC 
(whose focus had been coverage and adequacy of pensions).   
 
The second significant development was the launch in July 2010 by the EU Commission of a Green 
Paper on Pensions, with the aim of starting a debate on whether and how the EU level pensions 
framework should be developed to best support member States in the task of ensuring they provide 
their citizens with adequate, sustainable and safe pensions.  All stakeholders were invited to respond to 
the Green Paper.  The Irish Government submitted a detailed response to the Commission which 
broadly welcomed the Green Paper but re-iterated that pension policy should remain a matter for 
individual member States.  The response also stressed the importance of continuing to recognise that 
there are very significant differences between the pension systems in each member State.   The 
response also noted some concerns with some technical aspects of the Green Paper, for example, in 
relation to solvency requirements. 
 

Household Benefits 
A review of the energy allowance, administered under the household benefits scheme, was commenced 
during 2010 with a view to ensuring greater efficiencies in the context of a competitive energy market.  
Extensive discussions have taken place with stakeholders including the Commission for Energy 
Regulation, the Department of Communications Energy and Natural Resources, the National 
Procurement Agency, the Competition Authority and the energy suppliers.  
 
 

Service Delivery 
State Pension Transition/Contributory and Widow(er)s  
The continued focus on process improvement and quality service saw 90% of state pension (transition) 
and widow(er)s pension (contributory) claims being processed within 6 weeks and 90% of state pension 
(contributory) claims processed by date of entitlement.  
 
The modernisation of support services for state pension and widow(er)s schemes also continued 
throughout 2010 and has delivered significant administrative efficiencies and customer service 
improvements including:   
 

 scanning of all claims and associated documents; 

 claim processing and maintenance targets met despite claim intake increase, e.g. currently 
some 290,000 SPT/C customers compared to 243,000 in 2008; 

 automated processes to deal with post death entitlements, maximising efficiencies in order 
to deliver a timely, helpful and sensitive service at a difficult time for families; 

 dedicated control units established which have achieved targeted control savings each year - 
in 2010 this amounted to some €31m in savings from these contributory schemes;  

 telephone service for customers provided through dedicated contact centres - over 180,000 
calls were dealt with during 2010. 

 
State Pension Non-Contributory 
Almost 10,000 applications for the state pension non-contributory scheme were received and 
processed during 2010.  Savings of €62 million were generated from review and control related activity 
on the scheme.  The telephone contact centre based in Sligo dealt with over 56,000 telephone calls. 
 
Planning for the automation of the state pension non-contributory schemes as part of the ongoing 
service delivery modernisation (SDM) programme continued during 2010 and will be completed in 
2011.  This will deliver an improved and more timely service to customers. 
 
 
 



Department of Social Protection   Annual Report 2010     25 

 
 

Household Benefits/Free Travel 
As part of the Department’s service delivery modernisation programme, a business process 
improvement review was carried out in the household benefits and free travel schemes.  The 
administrative efficiencies and customer service improvements generated included: 
 

 household benefit claims processed on average within 3 weeks and the majority of free travel 
claims within 2 weeks;  

 the numbers of household benefits claims processed in 2010 increased by 35% over that in 
2009, i.e., 108,000 in 2010 compared to 80,000 in 2009; 

 supporting and facilitating up to 30,000 customers who switched to alternative energy suppliers 
during 2010 through the payment of monthly cash payments; 

 dedicated control areas established which achieved targeted control savings each year - in 2010 
some 16,000 cases were reviewed achieving savings of €10.4 million; 

 telephone service for customers provided through dedicated contact centres - over 130,000 
calls were dealt with during 2010. 
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Goal 4 - PEOPLE WITH DISABILITIES 

 
To provide income and other supports to people with disabilities and to 

facilitate them in taking up employment, training, education or development 
opportunities 

 
 

Context 
During 2010, some 168,000 people were in receipt of weekly disability-related payments, with a further 
17,500 qualified adults and 41,000 child dependants benefiting from these payments.  The monthly 
domiciliary care allowance was paid in respect of over 25,200 children and the annual associated respite 
care grant to almost 24,800 during the year. 
 
Support for people with disabilities is provided through invalidity pension, disablement benefit, blind 
pension, disability allowance, domiciliary care allowance, occupational injuries benefit, and respite care 
grants.    
 

2010 Budgetary Measures 
 Payments to people with disabilities aged under 66 were reduced by €8.30 per week.  

 Proportionate decreases were also made in payments for the qualified adult (dependent 
spouse) of the main welfare recipient.  

  

Policy Developments  
Disability Activation Project 
The Department is committed to supporting people to participate more fully in society and to become 
more self-sufficient by providing supports that address financial and other barriers.  One of the 
objectives of the Department’s disability sectoral plan is to “engage meaningfully with persons of 
working age, particularly marginalised groups, and provide services directly and in co-operation with 
other relevant agencies to encourage and support these people in taking up relevant work, training and 
education or development opportunities.”  
 
In January 2008, the Department successfully obtained funding under the European Social Fund, Human 
Capital Investment Operational Programme 2007-2013, for a cross agency programme to develop and 
assess new approaches to promoting participation in the economy on the part of people with 
disabilities. 

 
While the disability activation project is aimed at people of working age, the expected outcomes do not 
lie exclusively in labour market activity.  Given the levels of social exclusion experienced by certain 
people, outcomes such as enhanced quality of life, educational advancement and increased social and 
foundation skills are equally important and may in certain instances provide a stepping stone to 
potential labour market engagement.  The objective of the disability activation project for people with 
disabilities is to promote participation and social inclusion, primarily through activation measures aimed 
at people of working age applying for or in receipt of both short term disability payments, such as illness 
benefit, and long term payments such as disability allowance and invalidity pension. 
 
Since the commencement of the project 1,048 illness-related payment recipients have been invited to 
attend for interview.  Of these, some 663 people have met project staff on a one-to-one basis to 
complete personal progression plans.  18 training programmes targeted specifically at people on 
disability/illness payments, including people who acquire a disability in adult life, have been held - 9 in 
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Mullingar, 3 in Longford, 3 in Athlone, 1 in Roscommon, 1 in Kilbeggan and 1 in Tullamore.  A total of 
210 people have participated in programmes. 
 
In March 2010, an Employment, Education and Training Open Day, for people in receipt of 
disability/illness payments, was held in Tullamore.  Over 3,100 invitations issued and approximately 700 
people attended.  In October 2010, the project supported a disability services and information ‘open 
day’ in Mullingar.  2,600 people in receipt of disability/illness payments were invited to attend. 

 
Partial Capacity Benefit 
The legislative measures to provide for the introduction of a Partial Capacity Benefit scheme in 2011 
have been provided for in the Social Welfare (Miscellaneous Provisions) Act, 2010.    
 
The structure of welfare provision in Ireland for people with illnesses or disabilities has hitherto 
reflected a view that people can be categorised as being either capable of full-time work or incapable of 
full-time work.  This approach fails to capture the reality that many people with a disability will have a 
capacity to engage in the open labour market.  The partial capacity scheme will facilitate such people by 
enabling them to engage in open market employment while continuing to enjoy the security of income 
support from the State.  
 
Following on the enactment of the basic legislative provisions in 2010, attention has now turned to 
putting in place the various steps required to allow the scheme to be formally introduced.  These 
include drafting regulations; developing of the medical criteria against which partial employment 
capacity will be assessed; training the Department’s medical assessors; and developing support 
systems. 

 
Review of Disability Allowance 
A review of the disability allowance scheme was completed and the report was formally launched in 
November 2010.  The review examines the development of the scheme since its introduction in 1996 
following the ending of the disabled person’s maintenance allowance.  It explores the range of factors 
which have contributed to the increase in the scheme numbers from some 36,000 in 1996 to almost 
100,000 by the end of 2009.   
 
Apart from population growth, other factors, including the easing of the means test, the extension of 
entitlement to those in full-time residential care and greater medicalisation of certain conditions, have 
also played a role in the numbers catered for by the scheme. 
 
The review demonstrates that the scheme includes a hugely diverse range of customers with an equally 
broad range of needs in terms of activation and other supports.   Against a background of a severe rise 
in unemployment, there is a need to ensure that activation services are directed in the most efficient 
way possible.  The review proposes that a process of identifying capacity and segmentation be 
introduced at the point of application for disability allowance with a view to better matching services 
and needs and that collection of medical data be improved in order to enhance the evidence base for 
identifying the scope for more effective targeted early interventions.   
  
In the context of the disregard arrangements which facilitate take-up of employment, the review 
indicates that further efforts are required to emphasise the message that work pays for disability 
allowance claimants. 
 
The review recommends that the issue of increasing the minimum qualifying age for the allowance from 
16 to 18 be revisited and also supports the merger of the blind person’s pension scheme and the 
disability allowance scheme.   
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Service Delivery  
Medical Referral and Case Management Project 
In order to streamline the administration of medical assessments and as part of the medical referral and 
case management (MRCM) project, medical reports on disability allowance and carers applications are 
now routinely scanned.  This provides an electronic facility for referral and scheduling of medical 
assessments and records the outcome of assessments in a standardised coding structure.   
 
Invalidity Pension 
As part of the Department’s ongoing service delivery modernisation programme, new support systems 
and processes have been put in place and since December 2010 all new claims for invalidity pension are 
now dealt within this new system.  This also provides a more integrated view of customer data and 
easier access to insurance records facilitating a quicker decision process. 
 
In addition, since mid 2010, entitlement to invalidity pension is now based on a diagnostic report 
completed by a customer’s own general practitioner.  Previous to this, many customers required in-
person assessments to establish entitlement to invalidity pension which caused delays in claim 
processing.   
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Goal 5 - POVERTY AND SOCIAL INCLUSION 

 
To attain better outcomes in tackling poverty and achieve a more inclusive 
society through the provision of income and other support services and co-

ordinating implementation of Government strategies for social inclusion 
 

 
 
The Department’s Social Inclusion Division transferred to the Department of Community, Equality and 
Gaeltacht Affairs on 1 May 2010 following a Government decision regarding the transfer of functions. 
 

2010 Budgetary Measures 
Rent and Mortgage Interest Supplement  
Following an announcement in Budget 2010, the maximum level of rent supplement was reviewed in 
early 2010.  The purpose of the review was to: 
 

 establish new maximum rent limits which were in line with the most up to date market data; 
and  

 to ensure that value for money was achieved whilst at the same time ensuring that people on 
rent supplement are not priced out of the market for private rented accommodation.  

 
On the basis of the review, rents were adjusted in line with the most up to date information on rent 
levels available.  The new limits then applied in respect of all new tenancies or renewals of tenancies 
from June 2010.  
 
Fuel Allowances 
An extra once-off payment of €40 was made to all households in receipt of fuel allowance.  This extra 
payment benefited some 340,000 people in receipt of state pensions, widow(er)s pensions, long-term 
jobseekers and people with disabilities who are more vulnerable to the effects of the cold weather 
experienced in December 2010.    
 

Policy Developments/Service Delivery  
Rent Supplement  
The rental accommodation scheme (RAS), which was introduced in 2004, gives local authorities specific 
responsibility for meeting the longer-term housing needs of people receiving rent supplement for 18 
months or more.  These are met through a range of approaches including the traditional range of social 
housing options, the voluntary housing sector and, in particular, the rental accommodation scheme. 
 
At the end of December 2010: 
 

 approximately 97,200 households were in receipt of a rent supplement payment of which 
approximately 40,000 are the target group for the rental accommodation scheme as they have 
been in receipt of a payment for 18 months or longer; 

 figures from the Department of the Environment, Heritage and Local Government indicate that, 
to date, local authorities have transferred 17,658 rent supplement cases to RAS units;   

 housing authorities have also transferred a further 13,764 recipients to other social housing 
options;  

 there was a total of 31,422 transfers since 2005 of which 6,609 occurred in 2010. 
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The Social Welfare and Pensions Act 2010 contained a series of provisions in relation to landlord PPS 
numbers including, from 1 January 2011, a requirement that the landlord’s PPS number must be 
supplied to the Health Service Executive before a claim for rent supplement can be awarded.   

 
Mortgage Interest Supplement 
The Department’s review of the administrative, policy and legal aspects of the mortgage interest 
supplement scheme was published in July 2010 in conjunction with the interim report of the Mortgage 
Arrears and Personal Debt Review Group.  The final review of the Mortgage Arrears and Personal Debt 
Review Group was published in November 2010.  The Department is currently considering options for 
the future of the mortgage interest supplement scheme.  
 
Equality Review of the Social Welfare Code 
The Department has carried out a technical review of the entire social welfare code to examine its 
compatibility with the Equal Status Act, 2000 (as amended).  The review examined the schemes and 
services provided for both in social welfare legislation and the administrative schemes operated by the 
Department.  It identified any instances of direct or indirect discrimination on any of the nine grounds 
under the Act (i.e., gender, marital status, family status, sexual orientation, religion, age, disability, race 
and membership of the Traveller community) that are not justified by a legitimate social policy 
objective or where the means of achieving that objective are either unnecessary or inappropriate.  
 
One of the main issues identified in the review was the treatment of same-sex couples in the social 
welfare code.  This issue has now been addressed by the Civil Partnership and Certain Rights and 
Obligations of Cohabitants Act, 2010, which introduced civil partnership from 1 January 2011.  The 
social welfare legislative provisions for the introduction of civil partnership are contained in the Social 
Welfare and Pensions Act, 2010. 
 
The findings in the review are being examined by the Department.  The review will contribute to 
informed planning and policy making to ensure that the social welfare system reflects the needs and 
expectations of all citizens and is equitable in meeting those needs.   
 
EU Social Security Policies - EU 2020 and Poverty Targets 
In March 2010 the EU Commission published the draft “EU 2020” strategy as a successor plan to the 
Lisbon Strategy for Growth and Jobs.   Unlike its predecessor, the “EU 2020” strategy included targets in 
the social area, including in particular the setting of an EU target for poverty reduction, i.e. that across 
Europe, the number of people experiencing poverty should be reduced by 20 million.  The Department 
was active in the negotiations on this target and the Minister attended the Ministerial Council of 7 June 
at which the poverty target was discussed. 
 
With the transfer of the Social Inclusion Division to the Department of Community, Equality and 
Gaeltacht Affairs, the Department’s role in this area declined during the year.    
 
European Year for Combating Poverty and Social Exclusion 
The European Council and European Parliament designated 2010 as the European Year for Combating 
Poverty and Social Exclusion.  The Social Inclusion Division, which moved to the Department of 
Community, Equality and Gaeltacht Affairs during the year, was the National Implementing Body for the 
Irish National Programme for the EU Year.  
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GOAL 6 - IDENTITY MANAGEMENT AND SECURE ACCESS TO SERVICES 

 
To establish and authenticate customer identity for public services and to 

support the development and deployment of a public service-wide identity 
policy framework 

 

 
Context 
The development of sophisticated eGovernment services requires a coherent identity management 
policy to ensure that individuals can access those services across multiple channels (e.g. walk-in, online, 
phone) in a consistent way with a minimum of duplication and effort while preserving their privacy to 
the maximum extent possible. 
 
The Department’s client identity services (CIS) unit is responsible for providing a range of identity 
management functions internally to the Department and, increasingly, to other public bodies.  It issues 
and manages the Personal Public Service (PPS) number and provides related data matching services to 
over 100 public bodies specified in legislation.  The Department liaises closely with the centre for 
management and organisation development (CMOD) in the Department of Finance and other public 
service agencies in the development and implementation of identity management policy. 

 
Service Delivery 
 

Identity Management 
 
Personal Public Service Number  
The Personal Public Service (PPS) number is a unique personal reference number that helps customers 
to access public services quickly and easily.  This includes services such as social protection, Revenue, 
public healthcare and education.  The use of the PPS number facilitates a customer centric approach in 
agencies, helps reduce the administrative burden on customers, and provides the foundation for fast 
and secure access to the full range of public services.   A total of 154,000 PPS numbers were allocated in 
2010. 
 
The Register of Users of the PPS number has been prepared and published to promote transparency 
regarding the use and future development of the PPS number as a unique identifier for public services.  
A project to update the register has commenced.  All Government departments and local authorities 
have been contacted.  To date, 85 entries have been updated.  The project will continue into 2011.   
 
Data matching for agencies 
During 2010 the Department processed a total of 725,000 PPS number matching and validation requests 
from other public service departments and agencies.  Assistance was provided to other agencies in 
114,000 of these cases where issues arose and manual intervention was required. 
 
Registration 
Children born in Ireland are automatically registered in the General Register Office (GRO) and a PPS 
number allocated.  In other cases, application for a PPS number must be made in person at one of the 
Department's network of local offices. 
 
PPS numbers issue from a local office following personal attendance, the completion of a written 
application form, the submission of appropriate identity documents and the proving of identity.  
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Currently, holders of a PPS number are registered to Standard Authentication Framework Environment 
(SAFE) Level 1 which requires a record of personal details, name, address and date of birth.  Standard 
Authentication Framework Environment (SAFE) Level 2 provides for a higher level of authentication 
involving the addition of a verified photograph and signature, and this will be introduced towards the 
end of 2011. 
 
We have rationalised the number of offices where SAFE registrations can take place and centralised 
registration centres have been established for all but three counties - Mayo, Westmeath and 
Roscommon.  It is expected to progress the remaining rationalisation in tandem with the roll-out of SAFE 
registration during 2011.  This will result in the concentration of experience and expertise in identity 
registration and associated skills such as document examination. 
 
Document examination 
The Department’s client identity services (CIS) has a central role in developing and maintaining expertise 
in the area of questioned document examination.  Links have been fostered and developed with other 
social security agencies, embassies, immigration agencies and national and international experts to 
ensure that they can check the validity of documents presented.  This expertise is passed on to front-line 
registration staff, through the provision of appropriate guidelines and training, the provision of a 
centralised help desk service, and the provision of on-screen document verification services, all allowing 
registration offices to check the veracity of suspect documents.   
 
During 2010, interventions led to the detection of 186 invalid identity documents which had been 
presented by applicants for services, and to the arrest of 38 individuals.  In addition, identity control 
activities led to the detection of 312 suspect PPS records.  Investigations into such detected cases by the 
Department’s special investigation unit and by the Office of the Revenue Commissioners have led to 
very substantial financial savings for the exchequer (see Appendix 3). 
 
Public Services Card  
The Department has led the development of specifications for a Public Services Card (PSC) under the 
SAFE programme.  The specification provides for identification features including a photograph.  The 
card will act as a key for accessing public services and identifying and helping to authenticate individuals.   
Work has continued throughout the year to develop a managed service for the production, maintenance 
and distribution infrastructure for the card.  The first test card was produced in December, 2010 and 
production card issue is due to commence in 2011. 

 
Secure Access to Services 
Because of the nature, scale and diversity of its work, the Department is heavily reliant on information 
and communication technology (ICT) and holds detailed information about its customers.  The 
Department takes its responsibilities to safeguard this data extremely seriously.  The Department’s 
business information security unit (BISU) oversees information protection across the Department and 
has developed and communicated policies and procedures covering the use of systems and data.  The 
unit also co-ordinates investigations of any alleged breaches that arise. 
 
Every effort is made by the Department to ensure that personal customer data is used solely for 
business purposes and that it is not compromised in any way.  Over the last number of years, the 
Department has continuously strengthened security and data protection protocols.  Policies and 
procedures governing the use of systems and data have been developed and communicated to staff.  
These policies and procedures are subject to ongoing review and are updated as appropriate.  Staff are 
regularly reminded of their obligations under data protection and security policies and of the penalties 
applicable in respect of any breach of these policies. 
 
In addition to the policy measures, the Department is also ensuring that higher levels of data protection 
are built into its latest generation of ICT systems to reflect the increased threats in this area.  



Department of Social Protection   Annual Report 2010     33 

Considerable resources have also been devoted to increasing the security and monitoring facilities in its 
older systems. 
 
Finally, in order to preserve public confidence in the operations of the Department, there has been, and 
will continue to be, considerable focus on the issue of data confidentiality.  The Department recognises 
that security measures must continually evolve and it will continue to reflect this in its systems and 
procedures.  
 

Internal Control  
The Department’s internal control support unit monitors compliance with internal control procedures 
and investigates any suspected breaches of these procedures and possible fraud in the regions.  The unit 
also investigates any reported possible breaches of data protection in the Department. 
 
During the year, 15 complaints of alleged breaches of the Data Protection Acts involving the disclosure 
of confidential customer information were received in the Department.  Following investigation no 
evidence of a breach was established in 3 of the cases, while 7 cases are still under investigation.  
Reports on the outcomes of the investigations of the remaining 5 cases were referred to the 
Department’s HR division for consideration regarding possible disciplinary action under the civil service 
disciplinary code.  Of the cases referred to personnel, disciplinary action was taken against officers in 2 
cases, warnings were given to 3 officers in 2 cases and 1 case is ongoing. 
  
A further 9 cases of suspected breaches of procedures and possible fraud were also investigated.  Of 
these, 3 cases were found to be in order, 3 were referred to the Department’s HR division for 
consideration and 3 cases are ongoing.   Of the cases referred to personnel, disciplinary action was taken 
against an officer in 1 case and 2 cases are ongoing. 
  
In addition, 5 investigations into alleged data protection breaches from 2009 were finalised in 2010.  No 
evidence of data protection breaches were established in these cases. 
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GOAL 7 - OPERATIONAL CAPABILITIES AND MODERNISATION 
 

To develop further an effective, adaptable and capable organisation and a 
culture of excellence 

 
 

Context 
The Department is engaged in an ongoing programme of continuous improvement to enable us to work 
better, provide an improved customer service and maximise the capabilities of our staff.   This involves 
the redesign of office systems, business processes, procedures and work practices and the introduction 
of new technology solutions.  This positions the Department to better adapt to political priorities and 
changing customer needs, and to improve productivity in the administration of welfare schemes and 
services.  These initiatives will also enhance our systems for control of fraud and abuse and improve our 
management and reporting capabilities.   
 

Policy Developments 
Effective Policy Development  
Consultation with stakeholders is a key element of the policy making process in the Department.  When 
seeking views on the impact of current policy or the potential impact of policy change, the Department 
has demonstrated its ongoing commitment to consult with those affected.  The Department facilitates 
this participative structure through various means including the annual pre- and post-Budget fora, 
through calls for submissions and through ongoing engagement with various customer representative 
groups. 
 
The Department’s policy committee, chaired by the Secretary General, met seven times during 2010.   
 
Value for Money and Policy Review Programme 
The Value for Money and Policy Review Initiative provides a basis for a systematic analysis of what is 
being achieved by expenditure in each programme area.  The review of information services was 
published in early 2010 (having been completed in late 2009).  A review of the disability allowance 
scheme and a review of child income support and associated spending programmes were also published 
in 2010.  (At the same time the Department published a report on the desirability and feasibility of 
introducing a single social assistance payment for people of working age.) 
 
The recommendations made in completed expenditure/VFM reviews are monitored on an ongoing 
basis by the Department’s policy committee.  More detail in relation to the VFM reviews conducted by 
the Department is set out in Appendix 5.  
 
Customer Action Plan and Customer Charter 
Delivering a quality information service is a key part of the customer action plan.   The primary objective 
of the Department's information policy is to ensure that all citizens are made aware of the wide range 
of schemes and services available and that they are kept informed of changes and improvements as 
they occur through the www.welfare.ie website, providing a LoCall information line (1890 66 22 44), 
providing targeted presentations to groups such as those about to retire, through the distribution of 
information leaflets and booklets, and advertising in national and provincial media.  Funding of over 
€567,000 was provided to national organisations and voluntary groups for the dissemination of social 
welfare information.  
 
Payments Strategy Project  
A payments strategy project was established in September 2010 to develop strategies to enable the 
Department to continue to modernise the payment of welfare benefits in line with wider Government 

http://www.welfare.ie/
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policies such as e-payments and the National Payments Strategy.   The Department has identified the 
following strategic vision: “All customer payments will be 100% electronic, recognising both the 
Department’s  and customer needs". 
 
To ensure that this vision and the underpinning strategic outcomes are sound and achievable, the 
Department conducted a market engagement with the payments market including the financial services 
industry in 2010.  The information and the insight gained from the market will be consolidated in 2011 
and used to shape and inform the payments strategy. 

 
Human Resources (HR) Strategy 2009-2011 
The Department’s human resources strategy 2009-2011 brings together the Department’s HR policies, 
integrating them within the overall organisational strategy, making HR management an important 
element in the Department’s decision making processes. 
 
Performance Management System 
The performance management and development system (PMDS) is now fully integrated with the 
increment, promotion and assignments to higher scale human resource processes, and is a key tool for 
managers and staff in meeting objectives in these areas. 
 
In 2010, work continued on the development of an automated system which will be fully implemented 
in 2011 and which will greatly facilitate the prompt and comprehensive delivery of the PMDS 
programme across the Department.  
 
Department’s Approach to Learning 
The Department’s Learning and Development Strategy 2009-2012 provides for the delivery of a range of 
learning and development programmes to meet emerging organisational needs and individual learning 
and development needs identified through the PMDS process.  A key strategic objective is the 
development of a collaborative approach to learning and development through a combination of formal 
training, blended learning interventions, on-the-job training and self-managed learning. 

 
Key Staff Development Programmes  
During the year, 212 new staff joined the Department and there were some 400 internal moves.  This 
resulted in a high level of demand for training across the organisation and an increased focus was put 
on training and supports for managers and staff in local offices.   
 
A total of 3,500 staff received formal training.  The Department’s staff development unit (SDU) provided 
360 courses.  Training delivered included: 
 

 Customer Service, Dealing with Difficult Customers, Stress Awareness, Effective Communication 
with Speakers of Other Languages;  

 Service Delivery Modernisation Programme (SDM), Office Systems Modernisation (SOLAS), 
Management Information Framework (MIF), Time and Attendance System;   

 Training under the Department’s Disability Sectoral Plan, including Disability Awareness, 
Diversity Awareness and Mental Health Awareness;   

 AED Training (Heart Defibrillator) and Safe Pass Training;   

 Training for the Inspectorate grade which is co-ordinated by the Department’s Staff 
Development Unit with assistance from colleagues in the Revenue Training Unit; 

 Pre-retirement courses for the increased numbers of staff retiring;   

 Training for designated persons in accordance with the National Guidelines for the Protection of 
Children and the Department’s Child Protection Policy and Guidelines;   

 Business Process Improvement Training for staff involved in managing change; 

 Local Office Manager training for newly appointed managers.     
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A local office claims initiative (LOCI) project was undertaken during 2010.  This project examined how 
visually impaired staff use the Department’s short-term payment system to respond to customer 
enquiries over the telephone and, as a result, new supports will be rolled out in 2011. 
 
The total amount spent on staff training and development in 2010 was €7.5m which represented some 
3.24% of payroll costs.  Training courses are systematically evaluated to assess their effectiveness and 
to ensure value for money.  
 
In April 2010, the Department’s staff development unit was awarded an outstanding achievement 
award at the Irish Institute of Training and Development (IITD) Awards.  The unit was also awarded a 
National Innovation Award from the institute for the delivery of training and development in 2010. 

 
Fiúntas 
The Department’s Fiúntas Scheme is an exceptional performance award scheme designed to recognise 
and encourage high levels of personal initiative and exceptional performance, which also includes staff 
suggestions deemed to have significant Departmental cost savings for procedures or processes.  In 2010 
a total of 28 awards were made to 13 individuals and 15 teams across a wide range of areas of the 
Department. 
 
Health Promotion 
During 2010 the Department provided a comprehensive health screening scheme for its staff.  The 
scheme is due to be completed in early 2011 following which a health status report will be provided by 
the company involved.  This report may provide indicators regarding further health promotion 
initiatives.  The Department also actively promoted health awareness through a dedicated section of 
the Department’s intranet, which provides access to information leaflets and booklets on a wide range 
of health and welfare issues.  External health promotion initiatives were supported by publicising 
information from organisations such as the Irish Cancer Society, Irish Heart Foundation and the Pre-
Hospital Emergency Care Council.  
 
Anti Harassment, Sexual Harassment and Bullying Policy 
During 2010 the Department proactively promoted and maintained a positive working environment for 
all its employees through a range of initiatives that included:  
 

 Supporting and adhering to the anti harassment, sexual harassment and bullying policy for 
the Civil Service.  

 The yearly review of the operation of its Contact Persons Support Service under anti 
harassment, sexual harassment and bullying policy for the Civil Service. 

 Promotion of the positive working environment policy through the circulation of information 
regarding the contact-persons service, the inclusion of articles in Departmental publications 
and the provision of a dedicated section of the HR intranet site.  

 Positive working environment awareness talks for managers and supervisors on all relevant 
Departmental training courses. 

 Providing a supportive role for local management regarding advice on procedures for 
responding to complaints or allegations. 

  
Employee Assistance Service 
The Department is committed to the welfare of its staff and provides a confidential employee 
assistance service (EAS) for staff with personal or work-related difficulties.  The EAS offers support, 
advice, information and referral for a wide range of issues and proactively promotes health and welfare 
through a range of initiatives, including the provision of a dedicated section of the HR intranet site; 
presentations on all relevant Departmental training courses; visits to local offices and regular articles for 
Departmental publications.  
 

 



Department of Social Protection   Annual Report 2010     37 

New EU Legislation  
On 1 May 2010, EC Regulations 883/2004 and 987/2009 on the co-ordination of social security systems 
came into force.  The new regulations continue a process of ongoing simplification and modernisation 
of the co-ordination of member States’ social security systems. 
 
They extend the personal scope of the regulations and reinforce the basic principles of one applicable 
legislation, equal treatment, aggregation of periods of insurance, and export of benefits where 
appropriate.  There are, however, some changes and new measures, including changes to reflect case 
law from the European Court of Justice. 
 
A key feature of the new regulations is the adoption of the EESSI (Electronic Exchange of Social Security 
Information) system between EEA member States.  This will significantly speed up the administrative 
processes, as information will now be transferred electronically between States rather than in paper 
form.  This system is to be fully operational by May 2012.  The Department is currently working in 
conjunction with the Health Service Executive (HSE) and the Department of Finance Centre for 
Management and Organisation Development (CMOD) to implement the system in Ireland. 

 
Service Delivery 
Transfer of Functions 
The rural social scheme and community services programme transferred to the Department, from the 
Department of Community, Equality and the Gaeltacht, in September 2010 with the necessary 
legislation being provided in the Social Welfare (Miscellaneous Provisions) Act, 2010.  The schemes 
continue to be administered from Tubbercurry, Co. Sligo.    
 
During the course of 2010 measures were put in place to support the transfer of the redundancy and 
insolvency schemes to the Department with effect from 1 January 2011.  These schemes were already 
funded from the Social Insurance Fund.    
 
Transfer of Services from FÁS 
Substantial progress was made in relation to the transfer of FÁS employment and community 
employment schemes to the Department.  In accordance with the Social Welfare (Miscellaneous 
Provisions) Act 2010, policy and funding responsibility for these functions was transferred to the 
Department with effect from 1 January 2011.  The Social Welfare and Pensions Act 2010 provides for 
the transfer of all employment and community employment services, including staff and other 
resources, from FÁS to the Department.  It is intended that this will happen towards the latter half of 
2011.   A Service Agreement/Framework Document was agreed to govern the provision of services by 
FÁS to the Department during the transition period between the assumption of financial and funding 
responsibility and the actual transfer of the services. 
 
FÁS and the Department worked closely together during the year on a review of the National 
Employment Action Plan (NEAP);  the development of a number of improvements to the NEAP with the 
intention of making it more effective; and in progressing initiatives under the activation agenda. 
 
Transfer of Community Welfare Service  
Negotiations on the transfer of the Community Welfare Service from the HSE to the Department were 
suspended for the first half of 2010 as a consequence of the wider industrial relations environment.  
Talks resumed in the autumn under the auspices of the Labour Relations Commission following the 
acceptance of the Public Service Agreement.  Substantial progress was made leading to agreement that 
the Community Welfare Service would transfer to the Department with effect from 1 January 2011 on 
the basis of the secondment of the staff concerned for a period of 9 months.  During this period the 
various HR and administrative systems (such as payroll records) are being put in place and the industrial 
relations negotiations completed.  While on secondment, the CWS staff remain employees of the HSE 



Department of Social Protection   Annual Report 2010     38 

and retain their existing terms and conditions of employment.  However, they undertake their work 
under the management of the Department and operate within the Department’s regional structures.   
 
Service Delivery Modernisation  
The Service Delivery Modernisation (SDM) programme is a multi-annual programme of continuous 
development involving the redesign of back office systems, business processes, procedures and work 
practices and the introduction of new organisational structures along with the introduction of new 
technology and the replacement of legacy computer systems.   Expenditure on all SDM related projects 
in the period since commencement (2001 to end 2010) amounts to €71m9.  Key developments in 2010 
included:  
 
Medical Referral and Case Management Project  
This project was completed in December 2010 and supports organisational and technical improvements 
in both the administrative and medical streams of the Department’s medical review and assessment 
service.  It provides an electronic facility for scheduling appointments for medical assessments and for 
recording the outcome of these assessments.  This new referrals process has a broader use across the 
Department as it forms the building blocks for the introduction of activation measures, such as case 
management, for people of working age.   
 
Customer Profiling & Case Management [APCM]  
As outlined in Goal 2 this SDM project supports the introduction of customer profiling, selection, 
referral and case management based on profile data for jobseeker customers. 
 
Means Assessment 
During 2010 the Department engaged on a project to provide functionality on the Department’s 
modern integrated line of business application, the business object model implementation (BOMi), to 
facilitate the capture and storage of means data and the calculation of customer means for social 
assistance schemes including carer’s allowance, disability allowance, widow’s non-contributory pension, 
jobseeker’s allowance, one parent family payment, supplementary welfare allowance, and state non-
contributory pension.  The project was completed in early 2011 and further projects to support means 
assessment will build on this functionality. 
 
Local Office Process Modernisation (LOPM)  
The LOPM programme has been ongoing since 2008 and optimises the use of technology to support 
new and improved business processes.  The project provides for the automation of routine 
maintenance tasks and the automatic generation of communications.  Over 300,000 communications, 
which would previously have required manual intervention, have automatically issued to date as a 
result of LOPM changes.  Other initiatives include the provision of a range of ‘self service’ signing and 
certification, and scheduling of appointments for local office visits. 
 
A major initiative was implemented in October 2010 which included the automation of certification.  
This functionality was rolled out to local offices, initially for certification of casual workers, at the end of 
2010.  The system is in use in 49 local offices to date and more than 40,000 jobseekers claims in respect 
of casual workers are now being processed through the system.   
 
State Pension (Non-Contributory), Carer’s Allowance and Disability Allowance 
The project to transfer state pension (non-contributory), carer’s allowance and disability allowance 
supports to the new IT platform continued in 2010 and is scheduled to be completed at end 2011. 
 
 
 
 

                                                 
9
 Projects before 2010 are detailed in previous annual reports 
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Invalidity Pension 
Work on the transfer of the invalidity pension scheme to the new IT platform resulted in the first 
tranche of new claims being processed on the system from early December 2010.  Migration of existing 
invalidity pension claims is scheduled for completion in 2011.  
 
Public Services Card 
The Public Services Card (PSC) will be issued in line with the SAFE programme as outlined under Goal 6 
and will support an improved registration process and better security features, which will considerably 
reduce the potential for forgery and fraudulent use.  The developments and organisational change 
required under the SDM programme to support the registration process and provide the capacity to 
issue and manage the new card will be further progressed in 2011. 
 
Other Projects 
Other developments completed during the year under the SDM programme included new functionality 
to cater for the compensatory payment for parents of 18 year olds who had their child benefit rate 
reduced in the 2009 Budget; Irish residency certificate to validate the continuing entitlement to child 
benefit of people living in Ireland; and online claim forms for jobseekers.  
 
Building Capacity In-House 
The Department continues to develop its people and grow skills and capacity to deliver business driven 
modernisation initiatives.  Department staff are involved in all aspects of the development of new 
systems on the new business object model implementation (BOMi) application and the migration of 
schemes from legacy systems.  Under the local office initiatives a system was developed which provides 
a more accessible interface to the new technology platform for staff, including staff with disabilities.  
During the year Department staff also developed functionality in relation to the provision of statements 
of customer contributions and PRSI refunds on the new platform which was completed in early 2011.  
Other in-house projects included the provision of electronic facilities to customers to complete claims 
and other online forms via the Department’s website. 
 
Office Systems Modernisation  
The corporate portal, named SOLAS, was further extended during the year supporting the Department’s 
strategic document, record and information management initiatives.  SOLAS provides staff with a single 
point of access to information, systems and tools required to carry out their work.  It gives staff a 
flexible and robust platform for information gathering and collaboration which greatly enhances staff 
productivity and customer service.  This project, in conjunction with the office systems infrastructure 
project, will see all staff in the Department migrate to SOLAS and the latest desktop, office and email 
systems by 2012.  At the end of 2010, all staff had been provided with access to SOLAS and 
approximately 1,400 staff were migrated to the new desktop and office systems.  
 
Work continued during 2010 on initiatives to increase administrative efficiency by reducing the volume 
of paper documents stored and processed.  Scanning of customer PPSN registration papers was put in 
place and documents relating to some 153,000 customers have now been scanned.  Staff salary 
instructions are also being bulk scanned and an in-house solution for ongoing scanning has been 
developed.  A scanning solution for medical referrals and assessments was also completed during the 
year. 
 
Risk Management 
The Department has developed a comprehensive risk management framework which encompasses 
three key elements, namely business risk, corporate risk and information risk and the process has been 
introduced in all divisions.  Reports are produced on a quarterly basis and significant issues are brought 
to the attention of the management board, as appropriate.  During 2010, work was undertaken to 
further develop the risk management process and ensure that it is fully integrated with the 
management decision-making and business planning functions.  A new integrated process application is 
expected to be introduced in 2011. 
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Financial Management – Prompt Payment 
During 2010, there were 190 late payments which amounted to 0.17% of payments.  Prompt payment 
interest amounted to €2,089. 

 
Payment by Electronic Information Transfer/Electronic Funds Transfer 
Customers can choose from a wide range of payment options offered by the Department including 
electronic payment to a local post office, bank or building society account and credit unions which have 
financial regulatory approval.  Some 92% of customers received their scheme payment electronically by 
the end of 2010.   
 
In 2010, approximately 96% of staff received their salary payments by electronic funds transfer (EFT) 
whilst 99% of staff received their travel and subsistence by EFT.  

 
Accommodation and Decentralisation 
The Department, in co-operation with the Office of Public Works (OPW), continued its programme for 
the development of new local offices and for the refurbishment of existing offices to cater for the 
increasing numbers of people on the Live Register.  To this end, two replacement local offices were 
opened in Ballina and Cavan and new temporary offices were opened in Balbriggan and Swords.  Major 
refurbishment was undertaken in a number of local offices, Carlow, Coolock, Drogheda, Kilbarrack, 
Kilkenny, Killarney and Nutgrove.  
 
Overview of Energy Usage 
The Department is involved in the OPW Energy Awareness Campaign since 2008, the aim of which is to 
reduce energy consumption by raising staff awareness.  The campaign also includes the monitoring by 
local management of energy audits for their office and introducing changes where possible to reduce 
energy usage.  By the end of 2010, 30 of the Department’s buildings were participating in the 
campaign.   
  
During 2010 the Department undertook a range of initiatives to improve energy performance including 
the reduction of heating time schedules; information notices issued periodically to encourage staff to 
turn off office equipment and lights; and a boiler upgrade in one of the Department’s headquarters 
buildings.  Overall, the energy usage by the Department for 2010 was:  
 

 Kerosene/GAS Oil  468,496 litres 

 Electricity   13,862.8 MWH 

 Natural Gas    5,810.2 MWH 
  

The energy outcome due to these initiatives in 2010 resulted in a combined energy saving of 
121.3MWH. In 2011 the Department will maintain its involvement in the OPW Energy Awareness 
Campaign, and extend the campaign to other buildings.  We will also introduce a switch on/switch off 
policy for all personal computer users and replace windows in the Letterkenny headquarters building to 
conserve energy usage.  
 
Providing Services in Irish 
The Department continued to provide a service in Irish in 2010.   
 
The Department has an official language scheme in place, the purpose of which is to ensure better 
availability and a higher standard of public services through Irish.  A review of the implementation of 
the first scheme was undertaken by An Coimisinéir Teanga.  A second Irish scheme for the Department 
was drafted and agreement on this has been sought from the Department of Community, Equality and 
Gaeltacht Affairs.  
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Providing Services in other Languages 
The Department provides assistance to people for whom English is not their first language, or who 
require a sign-language interpreter.  This includes a document translation service and interpreters or 
sign-language services in local offices/branch offices to assist with customer communication.  The 
interpretation service is a three-way phone system involving the customer, a member of staff and an 
external interpreter.  With the exception of one branch office where the system is due to be installed 
shortly, the facility is available in all local and branch offices.  In 2010, over 3,200 documents were 
translated, including some 350 Irish documents.  Over 450 interpretations were provided, including 15 
sign language interpretations.  In addition, requests for information in alternative formats included 5 
audio recordings and 3 documents in Braille. 
 
Customer Feedback 
Along with an extensive consultation framework, the Department has a formal comments and 
complaints procedure in place to allow customers to give feedback on the quality of services they 
receive.  We want customers to let us know when things go wrong, when they get a good service, or 
how services can be improved.  This is supported by online services for customers who wish to give 
feedback through our website www.welfare.ie.  See appendix 6 for additional details.    
 
Redress and Review 
With the aim of achieving consistency in decision making and providing clarification on issues, the 
Department’s decisions advisory office (DAO) continued to liaise with the Social Welfare Appeals Office 
during 2010 and to provide advice and support to deciding officers.  Training was provided to 124 
deciding officers in local offices and regional support units in Tallaght, Kilbarrack and Dundalk, as well as 
headquarters buildings in Sligo and Longford.  Presentations were also given at a training course for 
local office managers. 

 
The Social Welfare Appeals Office provides redress by way of independent appeal for social welfare 
customers.  A total of 28,000 appeals were finalised, of which 43% were determined in favour of the 
appellant.  The annual reports of the Social Welfare Appeals Office are available on the office's website - 
www.socialwelfareappeals.ie. 

 
Freedom of Information (FOI) 
During 2010, a total of 859 FOI requests were received in the Department, of which 9 were 
subsequently withdrawn.  Of the requests received, 814 (95%) were from members of the public 
seeking access to personal records.  Over 600 enquiries were received from staff members and 
members of the public in relation to making and handling FOI requests.   
 
Agencies under the aegis of the Department  
Citizens Information Board  
The implementation of the Citizens Information Board (CIB) Strategic Plan 2009 – 2012 “Pathways to 
Services - Putting Citizens at the Centre”10 is monitored and supported by the Department.  A 
Department official represents the Minister on the board.  
  
In line with its responsibility for supporting advocacy services for people with disabilities, the 
establishment of a new National Advocacy Service, under the CIB, was announced by the Minister in 
October 2010.  The new service will provide independent, representative advocacy services to more 
vulnerable people with disabilities in care settings and in the community.  The service replaced the pilot 
Community and Voluntary Sector Advocacy Programme under which 46 advocacy projects were 
funded.  It will work to a national strategy in a co-ordinated way, working closely with the CIB and is 
further supported by national and local advisory groups made up of key stakeholders.  This approach is 
in line with the CIB strategy to deliver a seamless service to citizens.  The new service will provide a 
structure that can deliver a quality service to those needing advocacy and will be accessible, with no 

                                                 
10

 http://www.citizensinformationboard.ie/about/downloads/Strategic_Plan_2009_2012.pdf 

http://www.welfare.ie/
http://www.socialwelfareappeals.ie/
http://www.citizensinformationboard.ie/about/downloads/Strategic_Plan_2009_2012.pdf
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client too far from an advocate.  In addition, the service will be linked closely with enhanced 
mainstream advocacy services within the network of Citizens Information Services. 
 
Pensions Board   
The Department works closely with the Pensions Board11 on the development of pension policy and 
regulation.  The Minister is represented on the board by a Department official and the Department also 
participates in the work of various groups, including the Finance and Audit Committee and the National 
Pensions Awareness Campaign, to oversee and advance the Board’s work in particular areas.  
 
Office of the Pensions Ombudsman  
The Pensions Ombudsman12 is empowered to investigate complaints from beneficiaries or potential 
beneficiaries of pension schemes and personal retirement savings accounts.  He is independent in the 
performance of his functions.  The Pensions Ombudsman submits an annual report to the Minister on 
his activities, together with proposals for change that he considers appropriate to facilitate 
investigations and to make determinations.   
 
Family Support Agency 
On 23 March 2010 the Government reassigned responsibility for the Family Support Agency from the 
Department of Social Protection to the Department of Community, Equality and Gaeltacht Affairs.  The 
transfer of functions was completed on 1 May 2010. 
 

 
 

 

                                                 
11

 http://www.pensionsboard.ie/  
12

 http://www.pensionsombudsman.ie/  

http://www.pensionsboard.ie/
http://www.pensionsombudsman.ie/
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Appendix 1 Department of Social Protection Organisational Structure Chart - 2010
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Appendix 2 - Budget 2011 (Announced December 2010) 
 

1.  A wide range of supports were fully maintained at 2010 levels, including:  
 

 The level of pensions and other payments to people aged 66 years and over, 
including payments for pensioners’ dependent spouses aged under 66 years.  

 The level of the extra allowances paid to pensioners and people with disabilities 
who live alone and those who are aged over 80 years.  

 The household benefits package, which includes the free television licence, 
electricity-gas allowance and telephone allowance, and free travel scheme as well 
as fuel allowances.  

 Half-rate payments of carer’s allowance to persons in receipt of another welfare 
payment and the value of the respite care grant at €1,700 per annum.  

 The bereavement grant and the widowed parent grant. 

 The domiciliary care allowance paid to parents and guardians of severely disabled 
or ill children under 16 years of age.  

 The half-rate illness benefit and jobseeker’s benefit payments for widows or lone 
parents will also remain, however rate reduction will apply. 

 The existing arrangements for lone parents and people with a disability who 
participate on community employment schemes are also being retained.  

 The family income supplement scheme which benefits lower income families with 
children. 

 

2. Budget 2011 provided for the introduction of TÚS, a community work placement 
programme.  This activation initiative is for those who are unemployed and on the live 
register.  It will support the work readiness of those who participate.  The initiative will 
provide short-term quality and suitable working opportunities for people who are 
unemployed while at the same time carrying out beneficial work within communities. 
 
3. Budget 2011 also provided for a range of measures to reduce overall public expenditure 
and to restore stability to the public finances.  These measures included:  
 

 A reduction of €10 per month in child benefit monthly rates (paid in respect of the 
first and second child);  a reduction of €20 per month in child benefit monthly rates 
(paid in respect of the third child); and a reduction of €10 per month in child benefit 
monthly rate (paid in respect of the fourth and subsequent children).  

 Reductions, ranging from 3.5% to 4.1%, in the weekly rates of payment for those 
aged under 66 years, excluding supplementary welfare allowance. 

 A reduction of 5.1% in the weekly rate of supplementary welfare allowance. 

 Continued limitation of benefits available under the dental and optical strands of 
the treatment benefit scheme to free dental and optical examinations only.  

 Efficiency savings in the energy and communications elements of the household 
benefits package. 

 Efficiency savings arising from the reform of the rent supplement scheme. 

 Savings arising from increased focus on activation measures. 
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Appendix 3  Control Savings and Reviews in 2010  
 

The Department seeks to recover monies received fraudulently or without entitlement and pursues 
all those who defraud the social welfare system including recourse to prosecution where 
appropriate.    
 
In addition to other reporting mechanisms, since early 2010, the Department’s website facilitates 
making on-line anonymous reports of suspected abuse of schemes.  All reports are dealt with in 
confidence and can now be made as follows:  

 Online:  www.welfare.ie 

 Telephone:  LoCall: 1890 927999 or 071 9672648 (Central Control Section) 

 By Post:  Central Control Section, Shannon Lodge, Carrick-on-Shannon, Co. Leitrim 
 
Control savings are an estimate of the value of the various control activities across the schemes and 
represent an estimate of the value of prevented expenditure on fraudulent claims.  Actual money 
recovered arises where the Department raises overpayments in individual cases.  
 
During 2010 some 929,000 control reviews were carried out on schemes yielding savings of €483 
million.  In the child benefit scheme some 514,000 reviews were carried out giving savings in excess 
of €107m; in jobseeker schemes some 134,000 reviews yielded savings in excess of €57m; in illness 
schemes approximately 169,000 reviews gave savings of nearly €95m; and in state pensions, 
widows(er)’s pension and household benefit schemes some 34,000 control reviews were carried 
out yielding savings of some €104 million. The full breakdown is as follows:  
 

 Reviews  Savings (€m)  
Child Benefit 514,000   107.6 
Family Income Supplement    25,500      8.7 
Jobseeker Schemes  134,000    57.4 
One-Parent Family Payment   48,900      71.5  
PRSI Inspections      1,000      3.7 
State Pension Schemes    12,500    83.3 
Widow(er)’s Pension      5,700     16.8 
Household Benefit Schemes    16,000     10.4 
Illness Schemes  169,000      94.6 
Carers Allowance      2,400     17.4 
 

In addition, control savings of €11.6 million were achieved on supplementary welfare allowance.  
 

NOTE:  Staff ‘work to rule’ measures in place in the Department during the earlier part of 2010, 
impacted on the reporting of the value of control activities so the savings and reviews figures above 
do not reflect the full activity on controls in 2010.  

 
Court Proceedings  
During the year a total of 209 criminal cases and 9 civil cases were forwarded to the Chief State 
Solicitor's Office for the initiation of court proceedings.  In addition, a further 132 cases of possible 
personation were referred by social welfare inspectors to the Gardaí for consideration for 
prosecution under the Criminal Justice (Fraud and Theft) Act 2001.  Civil cases are taken to facilitate 
(i) the recovery of scheme overpayments (ii) the collection of PRSI arrears (iii) the enforcement of 
maintenance recovery orders against the liable relatives of one-parent family payment recipients 
and (iv) the enforcement of determinations made by the Pensions Ombudsman’s Office. 
 
 
 

http://www.welfare.ie/
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254 Department cases including one civil case were finalised in 2010 with the following results:  

 
Outcome                                                   Number  
Fined        165 
Prison sentences         8  
Suspended Sentence        16 
Community Service      11  
Probation Act         26  
Struck out/dismissed/Withdrawn      22 
Adjourned with liberty to re-enter       4  
Debt paid          1 
Bound to the peace        1 
TOTAL       254 
 

Special Investigation Unit  
The Department’s special investigation unit (SIU) carries out a wide range of control activities and 
projects which include investigating social welfare fraud and abuse and carrying out employer 
inspections.  The unit also works jointly with staff from the Office of the Revenue Commissioners in 
joint investigations with the National Employment Rights Authority (NERA), Customs and the 
Gardaí.  The SIU was reconfigured as a national unit in 2010 and designed to ensure control activity 
is being targeted at high risk categories of claimants/employers and that the following objectives 
are realised: 
 

 Ensure a national and strategic response to high risk sectors and social welfare schemes 
where fraud and abuse is prevalent.  

 Identify those sectors of the economy and conduct comprehensive investigations where the 
risk of concurrent working and claiming social welfare payments is most prevalent. 

 Undertake a series of targeted national projects aimed at the prevention and detection of 
social welfare fraud in high risk sectors, schemes and client cohorts. 

 Work closely and collaboratively with other compliance and fraud investigation agencies to 
ensure that social welfare abuse is comprehensively deterred and detected (i.e. Revenue, 
NERA, Garda Síochána). 

 
These new arrangements came into effect from 1 February, 2010.  Control savings in excess of 
€50m (included in overall figures above) were generated by the unit with over 20,000 fraud 
investigations undertaken and in the region of 500 employer inspections (included in overall figures 
above) and 500 site visits undertaken. 
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Appendix 4  Legislation enacted in 2010 
 

No. 28 of 2010  Social Welfare (Miscellaneous Provisions) Act 2010 
 

No. 34 of 2010  Social Welfare Act 2010 
 

No. 37 of 2010  Social Welfare and Pensions Act 2010 
 

(S.I. No. 47 of 2010) Occupational Pension Schemes (Revaluation) Regulations 2010 

(S.I. No. 56 of 2010) Social Welfare & Pensions (No. 2) Act 2009 (Part 3) (Commencement) Order 
2010 

(S.I. No. 148 of 2010) Occupational Pension Schemes (Preservation of Benefits) (Amendment) 
Regulations 2010 

(S.I. No. 157 of 2010)  
 

Social Welfare (Consolidated Claims, Payments and Control) (Amendment) 
(Assessment of Means) Regulations 2010. 

(S.I. No. 246 of 2010) Social Welfare and Pensions Act 2008 (Section 16(c)) (Commencement) Order 
2010 

(S.I. No. 294 of 2010) Social Welfare (Employers’ Pay-Related Social Insurance Exemption Scheme) 
Regulations, 2010 

(S.I. No. 295 of 2010) 
 

Social Welfare (Consolidated Supplementary Welfare Allowance) (Amendment) 
(Rent Supplement) Regulations 2010 

(S.I. No. 443 of 2010)  Social Welfare (Miscellaneous Provisions) Act 2010 (Part 4) (Commencement) 
Order 2010 

(S.I. No. 455 of 2010) Occupational Pension Schemes (Investment) (Amendment) Regulations 2010 

(S.I. No. 527 of 2010)  
 

Social Welfare (Agreement with the Government of Japan on Social Security) 
Order 2010 

(S.I. No. 545 of 2010) Social Welfare (Consolidated Claims, Payments and Control) (Amendment) (No. 
3) (Homemakers) (Prescribed Time) Regulations 2010 

(S.I. No. 581 of 2010) 
 

Social Welfare (Miscellaneous Provisions) Act 2010 (Part 3) (Commencement) 
Order 2010 

(S.I. No. 634 of 2010) Occupational Pension Schemes (Fees) (Amendment) Regulations 2010 

(S.I. No. 635 of 2010) Trust RACs (Fees) (Amendment) Regulations 2010 

(S.I. No. 661 of 2010) 
 

Social Welfare (Consolidated Claims, Payments and Control) (Amendment) (No. 
2) (Claims) Regulations 2010 

(S.I. No. 666 of 2010) 
 

Civil Registration (Delivery of Notification of Intention to Enter into a Civil 
Partnership) (Prescribed Circumstances) Regulations 2010 

(S.I. No. 667 of 2010) Civil Registration (Delivery of Notification of Intention to Marry) (Prescribed 
Circumstances) Regulations 2010 

(S.I. No. 668 of 2010) Civil Registration (Register of Civil Partnerships) (Correction of Errors) 
Regulations 2010 

(S.I. No. 669 of 2010) 
 

Civil Registration (Civil Partnerships) (Fees) Regulations 2010 

(S.I. No. 670 of 2010)  Civil Registration (Marriage Registration Form) Regulations 2010 

(S.I. No. 671 of 2010) Civil Registration (Civil Partnership Registration Form) Regulations 2010 

(S.I. No. 672 of 2010)  Civil Registration (Register of Marriages) (Correction of Errors) Regulations 2010 

(S.I. No. 673 of 2010) Social Welfare and Pensions Act 2010 (Sections 15 to 26) (Commencement) 
Order 2010 

(S.I. No. 679 of 2010) 
 

Social Welfare Act 2010 (Sections 7, 8, 9 and 10) (Commencement) Order 2010 

(S.I. No. 680 of 2010) Social Welfare (Consolidated Supplementary Welfare Allowance) (Amendment) 
(No. 2) (Rent Supplement) Regulations 2010 

(S.I. No. 681 of 2010) Social Welfare (Consolidated Claims, Payments and Control) (Amendment) (No. 
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3) (Change in Rates) Regulations 2010 

(S.I. No. 683 of 2010) 
 

Social Welfare (Consolidated Occupational Injuries) (Amendment) Regulations 
2010 

(S.I. No. 684 of 2010) 
 

Social Welfare (Consolidated Contributions and Insurability) (Amendment) 
Regulations 2010 

 
 
 

Note:  The Department did not conduct any Regulatory Impact Assessments (RIA) during 2010. 
 
 

European Union (Scrutiny) Act  
Under EU scrutiny provisions, the Department submitted two information notes to the Oireachtas in 
respect of proposals from the EU published in 2010.  
 
The first related to the EU Green Paper on Pensions - Towards adequate, sustainable and Safe European 
pension systems.  The Green Paper outlines the impact of the financial and economic crisis on pensions 
across Europe and sets out other key challenges facing pension systems.  The paper sets out priorities for 
modernising pension policy in the EU, describing adequacy and sustainability as the overarching policy 
objectives. 
 
The second dealt with a proposal for a REGULATION OF THE EUROPEAN PARLIAMENT AND OF THE 
COUNCIL amending Regulation (EC) No 883/2004 on the coordination of social security systems and 
Regulation (EC) No 987/2009 laying down the procedure for implementing Regulation (EC) No 883/2004.  
These regulations have to be adjusted from time to time to keep them up to date with the developments 
in national legislation and the changes in social reality that affect the coordination of social security 
systems.  In addition, a number changes were proposed by the Administrative Commission for the 
Coordination of Social Security Systems to address issues of concern to various countries.  These, together 
with other technical adaptations to the text are incorporated in this proposal. 
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Appendix 5  Value for Money and Policy Reviews 
 

 
Introduction 
The Value for Money (VfM) and Policy Review Initiative provides a basis for a systematic analysis of what 
is being achieved by expenditure in each programme area.  Since the launch of the expenditure review 
initiative in 1997, the Department has completed 27 expenditure or VFM reviews.   
 
The “Review of Information Services” was published in early 2010 (having been completed in late 2009).   
 
Work on the “Review of Child Income Support and Associated Spending Programmes” (which was 
initiated in 2009) continued during 2010 and the report was published in November 2010.  Given the 
scale of that project the Department did not initiate a new review in 2010.  The “Review of the Disability 
Allowance Scheme” was also published in November 2010. 
 
These two reviews were published at the same time as the “Report on the Desirability and Feasibility of 
Introducing a Single Social Assistance Payment for People of Working Age” in November 2010.  The three 
reports, which are referenced in the National Recovery Plan 2011-2014, are intended to assist with key 
areas of structural reform of the social welfare system.  The three reports share common themes with a 
main objective being the improvement of outcomes for people and their families reliant on the 
Department's support.  The reports will make a valuable contribution to the transformation agenda and 
should be placed in this broader context of reform of the social welfare system.  A Review of the 
Mortgage Interest Supplement Scheme was also published in 2010. 
 
The recommendations made in completed expenditure/VFM reviews are monitored on an ongoing basis 
by the Department’s Policy Committee.  VfM and policy reviews published by the Department are 
available on the Department’s website13.   Progress during 2010 with regard to the VFM review process 
within the Department is set out below.  

 
 

VfM Reports Published in 2010  
A Policy and Value for Money Review of Child Income Support and Associated Spending Programmes 
(completed under the 2009 round of VfM Reviews) 
In mid-2009, the Department commenced a review of Child Income Support (CIS) policy and associated 
spending programmes (Child Benefit, Family Income Supplement (FIS) and Increases for Qualified 
Children).  This was the first review to be conducted under the new arrangements for VFM & Policy 
Reviews which require steering groups to have an independent chairperson.   
 
A consultation process was conducted which consisted of analysis by policy experts and written 
submissions from policy advocacy groups.  The report of the steering group was published in November 
2010.  The report defined the objectives of child income support and found that it is likely that a "mixed" 
strategy where the level of support to low-income households is made up of both universal payments and 
selective payments of roughly the same value will provide for the optimal achievement of these 
objectives.  The full report is available on the Department’s website. 
 
Review of the Disability Allowance Scheme (completed under the 2006-2008 Round of VfM Reviews) 
The report on the Review of the Disability Allowance Scheme was published in November 2010 and is 
available on the Department’s website.   
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Review of Information Services (completed under the 2006-2008 Round of VfM Reviews) 
This is a review of the provision of information by the Department and the provision of social welfare by 
the Citizen’s Information Board (CIB).   This review was finalised at the end of 2009 and published in early 
2010.  The review covered the three year period 2005 – 2007 and so the review had to some extent been 
overtaken by time and events as processes and practices within the Department and CIB have changed in 
the period since 2007.  Developments in line with some of the recommendations had already commenced 
by the time the report was published.  The full report is available on the Department’s website.    

 
Other Policy Reports published in 2010 
The National Pensions Framework 
The National Pensions Framework14 was published in March 2010.  The framework sets out plans for 
future pension reform and it encompasses all aspects of pensions, from social welfare to private 
occupational pensions and public sector pension reform.  Development of the framework was informed 
by the range of views raised during the consultation process which followed publication of the Green 
Paper on Pensions in 2007. 
 
The aim of the framework is to deliver security, equity, choice and clarity for the individual, the employer 
and the State.  It also aims to increase pension coverage, particularly among low to middle income 
groups, and to ensure that state support for pensions is equitable and sustainable.  In May 2010 an 
interdepartmental/agency group (chaired by the Department of Social Protection) was set up to manage 
and oversee the implementation process which is expected to take 3 to 5 years. 
 
Report on the Desirability and Feasibility of Introducing a Single Social Assistance Payment for People 
of Working Age 
In early 2009, the Department commenced a report of the review on the desirability and feasibility of 
introducing a single social assistance payment for people of working age.  Work on the review continued 
in 2010 and examines the current system of social assistance payments against the background of the 
broader policy rationale for a single payment.  This is based on the policy that people are given or 
directed to the supports or services that they need in order to return to or take up work or other training 
or educational opportunities, matched by a requirement that they avail of that support.  For the purposes 
of illustration and as a possible approach to reform, a prototype of a single payment, based on the 
existing rules applying to jobseeker’s allowance, is explored in the report.  A copy of the report is 
available on the Department’s website. 
 
Review of Mortgage Interest Supplement  
The review considered the scheme in terms of its policy objectives, administrative arrangements, legal 
issues and the scheme’s overall efficiency and effectiveness.  The basic purpose of the scheme, when 
established, was to ensure that a person who suffered a short-term loss of income would not have the 
family home repossessed due to an inability to meet the mortgage repayment.  This objective remains 
valid even though recent forbearance policies ensure that repossessions are far less likely in the current 
climate.  
 
The review noted that mortgage interest supplement is only one element of the range of supports 
required by those in difficulty, and in this context has consulted with, and been informed by, the work of 
the Mortgage Arrears and Personal Debt Review Group.    
 
The report sets out a number of recommendations for fundamental reform of the mortgage interest 
supplement scheme and is available on the Department’s website15. 
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Appendix 6  Performance against Customer Charter Standards 
 
The current Customer Charter was published in 2009. The Charter outlines the Department’s 
commitments to its customers.  The achievements for 2010 against those commitments are as follows: 

 
Serve you in a fair, courteous and timely manner 
Information and details for qualification criteria for all schemes are available in Departmental publications 
and on our website, www.welfare.ie. 
 
Customer service training is provided to staff on an ongoing basis to ensure that a high standard of 
service is maintained.  Decisions are made based on legislation and guidelines applied consistently and 
fairly in relation to entitlements according to the customer charter.  
 
In 2010 over 1.4m calls were handled in the Department’s headquarters buildings through dedicated 
contact centres.  
 
Since the downturn in the economy and subsequent job losses, the Department’s network of local offices 
and branch offices have come under unprecedented pressure in processing large volumes of 
unemployment claims.  To alleviate some of this pressure new procedures have been introduced to 
improve the claim acceptance and decisions process.  These include: 

 an appointment system for new claims in 38 local offices and certain categories of claims decided 
at the counter with the customer present;  

 self certification for employees with casual work arrangements;   

 an on-line service for customers to sign-off or request a statement was made available to 
jobseekers in all local and branch offices;  

 the introduction of self declaration of means for customers moving from a jobseeker’s benefit 
payment to a ‘means based’ jobseeker’s allowance payment was introduced in 9 local offices up to 
December 2010 and will be rolled out to all offices during 2011. 

 
Respect your privacy 
Private interview rooms are available in most offices of the Department.  Staff are informed of the need 
for customer privacy during their induction training.  In addition, all external contractors who provide 
services must conform to requirements in respect of the privacy of personal data. 
 
Protect your information 
The Department is committed to protecting the rights and privacy of individuals in accordance with the 
Data Protection Acts 1998 and 2003.  As part of its work, the Department may need to store or use 
certain personal data about customers in order to carry out its day to day work and meet its legal 
obligations.  The Department has a Data Protection Policy which has been approved by the Secretary 
General.  Any breach of trust with regard to the confidentiality of information is treated as serious 
misconduct under the Disciplinary Code.  
 
Staff are regularly reminded by circular and by message alerts on internal communication systems of their 
obligations under both the Official Secrets Act and the Data Protection Act.   
 
Provide you with full and clear information 
The Department has a network of 125 Social Welfare Local and Branch Offices nationwide which provide 
information on schemes and services.  A general information enquiry line is provided at LoCall 1890 66 22 
44 and information unit staff dealt with over 245,000 calls during the year.  Department staff attend 
various national events and exhibitions promoting information on social welfare entitlements.  
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Use modern technology to improve our service to you 
The Department’s telephony infrastructure has enhanced supports for voice and data traffic along with 
the provision of LoCall numbers for each of the Department’s headquarters buildings.  Modern telephony 
management software is in place in a number of business areas such as in Information Services and State 
Pension (Sligo), Illness Benefits section (Dublin), Client Eligibility Services (Buncrana and Waterford) and 
Client Identity Services (Carrick-on-Shannon).  The system was extended to Longford Social Welfare 
Services in 2010.  This allows us to better manage our phone services, and ensure customers get to talk to 
the right section when they call.  It also allows us to respond more effectively to changes in demand or 
unforeseen peaks in telephone traffic.  
 
An interpretation service supports regional staff to deal effectively and efficiently with customers with a 
limited command of English. The interpretation service is a three-way phone system, i.e. a handset 
telephone with a headphone attached that enables two people at one end of the line to hold a telephone 
conversation with the person at the other end.  All local offices have the facility to provide this service.  
There were 125 three-way interpretations in 2010. 
 
SMS (text messaging) was first introduced by the Department in late 2008.  Customers can request 
application forms for various schemes and services, as well as statements of the amount of 
benefit/pension paid to them, by texting details to 51909.  This messaging facility is also used to 
acknowledge receipt of claims and to advise customers of the likely timeframe before a decision is made.  
From 2010, SMS text messaging has been used to acknowledge receipt of applications for invalidity 
pensions, where a customer includes a mobile telephone number on the application. 
 
Since early 2010, the Department’s website16 facilitates making on-line anonymous reports of suspected 
abuse of schemes.  All reports are dealt with in confidence.  
 
Online claiming is available for state pension contributory, widow(er)’s pension contributory and 
household benefits.  
 
In 2010, the Department set up a Twitter account.  Twitter users who opt to track our twitter posts (our 
“followers”) are informed about press releases, information events, office closures, and Bank Holiday 
arrangements. 
  
Building on the Department’s new technology platform, the introduction of the Medical Review Case 
Management system and associated scanning of medical reports in carer’s allowance, disability allowance 
and invalidity pensions commenced in 2010.  This system enables the electronic referral and scheduling of 
assessments and records the outcome of the medical assessments. 
 
Inform you of your rights and entitlements 
The Department conducted consultation meetings in relation to the National Pensions Framework; and 
the development of Ireland’s response to the European Commission Green Paper on adequate and 
sustainable pensions. 
 
In addition, Customer Representative Focus Groups and Customer Panels were held in Dublin and Sligo 
during the year.  The topics covered included the Pensions Framework, the new Public Services Card, 
changes to the one-parent family payment and changes in local offices. 
 
The employer job (PRSI) incentive scheme was launched on 20 June 2010.  Information on the scheme 
was made available at www.welfare.ie and also on the FÁS website.   Information with regard to the 
scheme was also circulated through a number of agencies including Forfás, the Small Firms Association 
and IBEC.  Information was also circulated to the 3,754 people who have subscribed (free of charge) to 
the Department’s PRSI emailing list.  This mailing list primarily comprises employers and tax practitioners. 
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Disability Consultative Forum 
The Department’s disability consultative forum meets quarterly to update and get feedback from 
representatives of people with disabilities on relevant issues.  Organisations represented at the forum 
include the Disability Federation of Ireland, People with Disabilities Ireland, Inclusion Ireland, the Brothers 
of Charity, the Irish Wheelchair Association, the Rehab Group, the Irish Mental Health Coalition, Mental 
Health Ireland, the Health Service Executive, the National Disability Authority and the Citizens Information 
Board. 
 
Carer’s Allowance customer survey 
A carer’s allowance customer survey was initiated in December 2009 as recommended under the 
Department’s disability sectoral plan.  The main findings were published in 2010 as follows: 
 

 92.8% were very satisfied/satisfied with manner dealt with by staff; 

 89.4% found the claim form easy to complete; 

 69.7% felt phone answered quickly, 28.6% felt phone left to ring for some time, 1.8% found 
phone engaged/unanswered; 

 67.9% very satisfied/satisfied with time taken to process claim. 
 
Provide redress where you have a complaint 
The Department wants customers to let us know when they get good service, when things go wrong or 
how we can improve our services.  Our customer comments and complaints system helps us to register, 
monitor and address complaints when they arise.  When a complaint is received, the Department will 
endeavour to respond to the complaint within 15 working days.  In 2010, almost 2,000 customer 
complaints were recorded and dealt with by the appropriate sections. 

 
The Department encourages customers to let us have their views in the following ways: 

 Log on to www.welfare.ie 

 Email qcs@welfare.ie 

 LoCall 1890 66 22 44 (9am to 5pm) 

 Drop into a Social Welfare Local Office 

 Write to Customer Services, Social Welfare Services, College Road, Sligo. 
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Appendix 7 Ministers in Charge of the Department since 1947 
 
From     To    

James Ryan    22 January 1947   18 February 1948 

William Norton    18 February 1948   14 June 1951 

James Ryan    14 June 1951    2 June 1954 

Brendan Corish    2 June 1954    20 March 1957 

Patrick Smyth    20 March 1957    27 November 1957 

Sean McEntee    27 November 1957   24 June 1959 

Sean McEntee    24 June 1959    12 October 1961 

Kevin Boland    12 October 1961   21 April 1965 

Kevin Boland    21 April 1965    16 November 1966 

Joseph Brennan   16 November 1966   2 July 1969 

Kevin Boland    2 July 1969    6 May 1970 

Joseph Brennan   6 May 1970    14 March 1973 

Brendan Corish    14 March 1973    5 July 1977 

Charles J Haughey   5 July 1977    12 December 1979 

Michael Woods   12 December 1979   30 June 1981 

Eileen Desmond   30 June 1981    9 March 1982 

Michael Woods   9 March 1982    14 December 1982 

Barry Desmond    14 December 1982   14 February 1986 

Gemma Hussey    14 February 1986   10 March 1987 

Michael Woods   10 March 1987    18 July 1989 

Michael Woods   18 July 1989    13 November 1991 

Brendan Daly    13 November 1991   11 February 1992 

Charlie McCreevy   11 February 1992   12 January 1993 

Michael Woods   12 January 1993   15 December 1994 

Proinsias De Rossa   15 December 1994   26 June 1997 

Dermot Ahern    26 June 1997    17 June 2002 

Mary Coughlan    17 June 2002   29 September 2004 

Seamus Brennan  29 September 2004  15 June 2007 

Martin Cullen   15 June 2007   7 May 2008 

Mary Hanafin   7 May 2008   23 March 2010 

Éamon Ó Cuív    23 March 2010   9 March 2011 

Joan Burton   9 March 2011    


