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Introduction

Since 2001, the Department of Social Protection (DSP) has been engaged in a continuous
Service Delivery Modernisation (SDM) programme, which is delivering a high quality,
proactive service to customers. SDM 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.

The SDM programme is supported through a series of information and communications
technology (ICT) projects to add new and improve existing functionality on its main strategic
system (Business Object Model implementation — BOMi). The ICT systems being delivered as
part of this programme are collectively known as the Business Object Model implementation
(BOMi). The SDM/BOMi programme is being implemented in a number of self-contained
projects, each of which aims to deliver key identifiable business benefits, extend the
business object model and, where appropriate, strengthen and enhance the underlying
technical architecture. The aim is to provide comprehensive service delivery, based around
efficient ‘customer-centric’ transaction processing and integration of services, for the benefit
of the customer, while also providing a much-improved working environment for staff.
Schemes currently on the BOMi represent about eighty per cent (80%) of the Department’s
claim load management and almost all payments. The BOMi is currently responsible for
directly issuing payments to over 2 million customers amounting to €20.9 billion in 2019.

These developments also allow the Department to be more agile in responding to changes in
Government policies and customer needs. Our strategic objective is that all new
functionality should be delivered on the BOMi wherever possible and that the BOMi will
eventually encompass all schemes and services administered by the Department. While the
BOMIi will be the primary interface to functionality, not all functionality will be bespoke or
developed in-house. Some functionality may be provided by accessing external services
hosted by other applications or in packaged solutions.

Projects which require the development of new business functionality are regarded primarily
as ‘agile’ business change projects within which the technical element is one of several
parallel strands. These projects also typically include an organisational change strand which
entails the design, development and implementation of new organisational structures and
business processes/procedures designed to maximise customer service and to deliver
efficiencies in business. The DSP has adopted an agile approach to ICT systems development
involving practices such as prototyping, test first development and frequent iterations. The
approach has delivered considerable success so far and it is the DSP’s intention to continue
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and extend the BOMi and SDM model to existing and new aspects of the Department’s
business as opportunities emerge.

The SDM/BOMi programmes have been implemented over a number of phases since 2001.
Since 2008, programmes/projects have been delivered within Framework Agreements. The
current Framework (phase 5) was established in December 2016, with three external
support providers for an initial period of two years. This Framework was extended for a
further two (2) years in December 2018 and expired in December 2020. A new Framework
Agreement (phase 6) should be in place during quarter two (2) of 2021.

Two of the main purposes of this Framework are:

e to support, maintain and enhance the Department’s existing legacy systems built
on the Open VMS operating system, the Department’s Microsoft SharePoint
platform, and on previous versions of the Department’s Business Object Model
implementation (BOMi) platform and

e to design and develop new projects to enhance and extend the capacity of the DSP
to undertake its business.

Support Contracts - The Department invests considerable resources in enhancing its
capacity. to support and manage the development and production process for new
projects. Robust and reliable support and maintenance is also critical to support the
continuing availability of existing BOMi services and the on-going developments to extend
the BOMi to cover the entire range of strategic systems in the Department. While the
Department is building up its own internal capacity to carry out this function, there
continues to be a need to augment this capacity with external resources. The most recent
round of contracts with external providers to support this commenced in March 2020 for a
duration of twelve (12) months and has recently been extended for a further three (3)
months.

This covers a number of specific support areas and includes the following:

e Production Support and Maintenance;

e Delivery of Business Change/Enhancement;
e Release and Environments Management;

e Central Test management;

e Test Automation;

e BOM Modelling Development

e Business Intelligence Development

e Technical Architecture Development

The following key projects/contracts have also been delivered under this Framework to
date:



Pay Related Social Insurance (PRSI) Refunds and Scope - This project extended the
Department’s strategic web portal, www.Mywelfare.ie, to deliver an online refund
service directly to DSP customers (employees only).

Digital Platform Service — The Department is providing a suite of online self-service
facilities for customers and partners organisations:

o MyWelfare (www.mywelfare.ie) is the Departments digital platform offering
customers who have a MyGovID account access to a range of online services
including Jobseeker services, payment and contribution statements, appointment
services, treatment benefit eligibility services, apply for PRSI refunds, and apply
for Maternity Benefit, Paternity Benefit, Parents Benefit, Child Benefit, Iliness
Benefit, and Pensions service. Customers can also view their claims and
payments and use an online benefit of work estimator for those on disability and
illness payments.

o WelfarePartners (www.welfarepartners.ie ) is a digital service for business
partners of the Department that utilises the Revenue Online Service (ROS) digital
certificate for authentication and non-repudiation. Currently services include
Community Employment (CE) schemes, Treatment Benefits (TB) services and The
Wage Subsidy Scheme.

Identity and Access Management — MyGovID - The Department developed MyGovID
as a public service online identity and access management solution which is built on
the Department’s robust SAFE processes. MyGovID can be used to access a range of
services on MyWelfare, Revenue myAccount, Jobslreland, National Childcare
Scheme, SUSI Student Grants, NDLS driver licence renewal, Voter.ie and Agfood.ie
Community Employment (CE) — CE is an employment programme which helps long-
term unemployed people to re-enter the workforce by breaking their experience of
unemployment through a return to work routine. The CE on BOMi project
implemented a new CE Application and Claim Management process, which included
significant enhancements to DSP’s strategic platform BOMi.

Wage Subsidy Scheme (WSS) and Employment Support Scheme (ESS) - WSS and ESS
are among a number of DSP employment supports. The WageSub/ESS to BOMi
project was responsible for building internal management capability on BOMi for
officers managing WSS/ESS schemes, incorporating business process improvements
to reduce the reliance on paperwork, streamline processes, and deliver a payment
solution and reporting capabilities. Future phases will be required to further
enhance the application, including the delivery of an online access point for
employers utilising the scheme on the WelfarePartners platform.

Treatment Benefit (TB) — The TB scheme provides qualified PRSI contributors with a
range of healthcare benefits, including optical, dental and medical appliances
(primarily hearing aids) which are implemented as three distinct schemes with
different qualifying conditions. The TB project involved the extension of BOMi
functionality and the enhancement of existing customer-facing web services
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(through MyWelfare.ie and WelfarePartners.ie) to provide a facility for customers
and contractors to check eligibility and to process applications for payment.

Social Welfare Appeals Office (SWAQ) Business Process Review - The purpose of this
business process review project was to improve work-flows and processes to
increase effectiveness and efficiency of the appeals process including processing
times.

Paid Parental Benefit - Paid Parental Benefit is a new scheme which pays two weeks
benefit to parents in the first twelve months from the birth date of the child. An
online solution on the MyWelfare.ie platform was also implemented.

JobPath - the Evaluation of JobPath project provided the Department assistance with
sourcing data, modelling dataframe, cluster analysis and outcome analysis by cluster.
One of the novel features of this evaluation is the use of cluster analysis to interpret
the results of the impact of JobPath.

Electronic Exchange of Social Security Information (EESSI) — EESSI is governed by EU
Regulations and is an electronic system that enables institutions in charge of tasks
related to the social security coordination to exchange data electronically across all
Member States. The Department is engaged in a Project to integrate into BOMi, a
number of high-volume exchanges (business use cases (BUCs)) for a number of social
security sectors. Message exchanges will be executed using a user interface — RINA,
with automation of certain data, as applicable, from BOMi being populated to the
electronic documents. The integration of RINA to BOMi is done using the EESSI API
and the DSP API to source data from our systems and populating this information in
the SEDs using the EESSI RINA system.

Parents/Maternity/Paternity Benefit (Parents Benefit) — This project was developed
over a number of releases to extend BOMi functionality and to extend the
Departments Web Self Service platform (MyWelfare.ie) to process applications for
Parents Benefit.

CRS Redesign Project - The BOMi CRS Redesign Project is extending the BOMi to
migrate the Department’s central records processing system from the legacy CRS
platform to the strategic BOMi application. The project has extended the BOMi to
include a new Taxable Payments Reporting interface that reports taxable benefits to
Revenue for an agreed list of schemes and delivered a Realtime Lookup providing
details of employer’s payroll returns to replace the requirement for P45
documentation. An Employments and Contributions user interface was migrated
from legacy CRS to BOMii.

Working Family Payment Project (WFP) - The WFP Project is enhancing functionality
on the BOMi to support the automatic qualification for customers, processing of
WEFP scheme applications and to create Payment Items for payment consolidation
and issuance. It will be extending and enhancing the MyWelfare platform to allow
Working Family Payment customers submit applications/re-applications via the
online channel.

Fuel Lump Sum Project introduced a new fuel allowance component that allows
customers to be paid by lump sum rather than on a weekly basis.
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State Pension Contributory/Toward 2012 (T12 Project) — The T12 and Home Caring
Period (HCP) project introduced a new Home Caring Period (HCP) on the Customer
Contributions History Object (CHO) where an officer can capture credits in respect of
periods of care. HCP contributions are displayed on the CHO and are reckonable
contributions for SPC T12 components. There are four new components added
under the State Pension (Contributory) (SPC) scheme.

Back to School Clothing and Footwear Allowance (BSCFA) and (BSCFA MyWelfare) —
The BSCFA Project involved the enhancement of BOMi functionality, a Customer
Selection Query (CSQ) andp a digital claim process on the Department’s Digital
Services Platform (MyWelfare.ie).

Development of the Department’s Application Programming Interface (API) - The
DSP API provides programmatic access to the Department’s core organisation data,
enabling the Department to securely share relevant information with authorised
consumers outside and inside the organisation. The Department is evolving the DSP
APl which provides a resource-based web service using HTTP and Json. The
resources delivered to date are customer focused

Data Strategy - the overall goal for the DSP Data Strategy project was to agree the
data priorities for DSP and set out a roadmap of actions that will support the delivery
of the objectives as set out in the Statement of Strategy 2017 — 2020.

Front Office/Back Office (FO/BO) — the Department developed a model of moving
claim decisions from the Front Office to a virtual Back Office by utilising developed
technology to move work to available staff regardless of location. This project
provided expert consultancy support to the Department on the deployment of
online services and the development of a strategic implementation plan for the
implementation of Digital Transformation and the Front Office/Back Office (FO/BO)
service model.

PSC Renewal - This project is to provide a new service on the Department’s digital
platform www.Mywelfare.ie to allow a customer to renew their PSC card online and
to upload and verify an ICAO compliant photo.

Activation and Employment Supports - This project was to develop a jobseekers
activation service including the selection and referral of a jobseeker to an
engagement and case management process. The purpose of Activation is to assist
and support Jobseekers in their efforts to obtain employment. The Activation
project implemented a new Employment Support Record (ESR) object and significant
case management enhancements to the Department’s strategic BOMi platform.

DISC - This project was an infrastructural upgrade of the Departments Integrated
Services Connector (DISC) in parallel with the General Registrar’s Office (GRO) move
to service-oriented architecture for data sharing. Life events, such as births, deaths
and marriages, originating from the General Registrar’s Office (GRO) are consumed
by DISC and relayed to the BOM..

Redundancy and Insolvency — this development project replaces the online
application process for Redundancy & Insolvency Payment Schemes. The new
system, used by employers or their representatives, will extend the Department’s
online platform for businesses — Welfare Partners and will significantly improve the
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validation of data at point of entry and reduce the time taken to process
applications.
COVID-19 — Pandemic Unemployment Payment (PUP)

Due to priority of the Pandemic Unemployment Payment (PUP) and other Covid-19
related work, the normal development and project work has been temporarily
impacted. PUP was introduced on the 16th March 2020 as part of a number of new
measures to provide financial support to workers affected by the COVID-19 crisis. It
was designed to deliver income support quickly to employees and the self-employed
who have lost work and income due to COVID-19.

o To facilitate the processing and payment of these claims the Department
built a new IT application called the Emergency Online Application (EOA).
The PUP was increased from €203 to €350 per week on March 24th and a
further strand of the project has been delivered which migrated the scheme
from the EOA system to the Department’s strategic BOMi platform. Further
scheme amendments were undertaken to implement a two-level payment
structure to the PUP based on prior earnings.

o A third phase of PUP development is currently underway to provide for 3
PUP rates from 17 September and this requires that all PUP recipients must
have their rates recalculated based on a complex hierarchy of previous
employed/self-employed earnings data from Revenue. A large volume of
electronic and paper communications also have to issue to inform customers
of their new rates and how they were calculated. A further project looking
at the issue of PUP arrears for certain cohorts of customers is also underway
and is proving to be extremely complex.

o The MyGovID online authentication service was enhanced to allow people to
use a mobile phone (previously provided to the Road Safety Authority for a
driving licence) as extra security for their MyGovID account. This, along with
a new service to provide access to a phone helpdesk, meant people could
verify their MyGovID account without the need to visit an Intreo Centre.

o Building on established data sharing arrangements with Revenue, new
interfaces were quickly developed to support the correct processing of PUP,
and Revenue’s implementation of the Temporary Wage Subsidy Scheme. A
facility to access Revenue payroll data in real time was enhanced to support
control initiatives on PUP.

o A new dedicated COVID-19 information site with a staff operations hub was
developed on the Departments intranet portal Stér. This acted as a key
information and communication space for all staff and was used as a single
source of reliable information for staff, many of whom are now working
from home.



o  With the urgent requirement to have a significant number of staff working
from home there was a need to stand-up a service that supported home
working. This service includes the provision of corporate laptops and mobile
devices and an enabling technology that allows staff remote access to their
corporate office-based devices.

o A new customer telephone helpline was established to deal with customer
queries. Additional staff was assigned to support the helpline. The
telephony system was urgently reconfigured to allow engagement of
multiple simultaneous call centres in a variety of locations in dealing with the
huge upsurge in the volume of calls to be managed.

e Other COVID-19 Pandemic Contingency measures

As part of the Departments response to the COVID-19, a number of other critical
contingency measures were instigated including:

o Implementation of an extended Fuel Season;

o Enhancement of the Iliness Benefit Scheme for COVID -19 and Self-Isolation
Payment. The rate payable on COVID -19 related certs was increased from
€203 to €350 per week and rate of payment for Qualified Adults on IB claims
was increased to €147 on COVID and non COVID related claims;

o  Continuous schedules of Double Week Scheme payments to the beginning of
August to accommodate social distancing guidelines by reducing footfall at
post offices

o Extension of EIT (Post Office) Payment expiries to give customers additional
time to collect their payments in post offices

o Implementation of Fulltime and Casual Jobseeker Certification contingency
measures to remove the need for customer attendance at Intreo Centres.

o  Waiver of waiting days on jobseeker’s payments and the increased rate of
payment for Qualified Adults on jobseeker claims.

o PUP is currently time limited. It is anticipated that a significant number of
applicants may not have returned to employment /or full employment by
the PUP end date. Therefore, it is imperative to commence planning for the
transition from PUP to mainstream Social Welfare benefits or alternative
income support measures.



To meet the challenge of transitioning customers to their appropriate SW
payment, Automation is being developed. This includes the automatic
registration of claims on the Integrated Short-Term System (IST).

Delivering an automated solution for Jobseeker claim processing and officer
claim management, including:
= Registrations for verified Jobseeker applications;
= Automatic updates of Jobseeker claim load activity between
applications. Registration for non-verified Jobseeker applications;
= Auto award technology solutions for certain cohorts of Jobseekers and
= Other claim management opportunities.



