




Digital by Default

Digital by Design

Digital First

Digitial for the sake of it ……...



Digitalisation is NOT innovation

but it’s an important part of it



Opportunities for Innovation in the Public Sector
Cultural and Organisational Change  - Training & Capacity Building
Citizen Engagement   - Digitalisation of Services  - Policy Making  



Co-creating digital services







“The senior team at Cork County 

Council wanted to improve 

customer and staff outcomes 

county-wide and set up a centre 

to use and showcase service 

design approaches.

With a council in the process of 

‘going digital’ we saw an 

opportunity to ensure services 

were led by user needs.”

James Fogarty, Deputy Chief Executive
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DEVELOPMENT 
(INCLUDING MEASURES)

DATA 
GOVERNANCE

LOOK, FEEL 
& LANGUAGE

CRITICAL & 
BEHAVIOURAL REVIEW

FINAL CHECKS
(INCLUDING MEASURES)

PROTOTYPE RELEASE PROCESS



We’re now collecting 
and analysing data on 
what works

We can follow transactions by 
service users to continuously 
tweak our services and we are 
in control. 

Data is our new material.



We’re creating the 
business case to feed 
upstream

We’re analysing our 
performance against 
Government digital standards, 
and producing reports 
contrasting service performance 
and position pre and post 
design.



‘‘

’’

http://www.frontend.com/engage



Innovation - Beyond Digital 
with Service Design -
Community Fund

We’re designing services end to end.

We’re effecting policy changes in services 
using a service design approach to 
transformation.



We spoke with

5 community groups – football club, tidy towns, youth 
group, parents association, community development group

2 local councillors

3 Municipal Districts – Clerical & Admin Staff

1 Municipal District Officer



Personas



Forms are advertised in 

local media and 

distributed via web, hard 

copy & email

Liaise with applicants 

one to one, over phone 

to offer advise and 

answer and questions

Last day of aplications.  

Surge of applications 

received.  Stamped and 

recorded

Incomplete Forms, 

Multiple Versions, 

duplicate forms for 

different funds, chasing 

applicants

Multiple Versions of 

Excel Spreadsheets.

Researching previous 

applications

Recommendations are made 

to the Municipal District office 

and bought to MD meeting

Inspections - Huge Pride 

in Seeing how CCC 

helped local communities 

improve their area.

Funds Awarded and 

applicants usually 

informed by councillors.  

Follow up 

correspondence from 

CCC

Bank Details, Invoices 

Receipts need to be 

chased to award Fund.  

Mulitple Phone Calls. 

Some don’t return calls

Media

Email

Post

Face to Face

Telephone

Email

Face to Face

Post

Email

Face to Face

Paper, Paper, Paper

Phone Calls

Excel Spreadsheets

Storage Boxes

Filing Cabinets

Excel Spreadsheets
Councillors

Applicants

Email

Post

Telephone

Email

Face to Face

Finance Dept

Community Groups

S
T

A
G

E
S

T
O

R
Y

B
O

R
A

D
F

E
E

L
IN

G
T

O
U

C
H

P
O

IN
T

IN
T

E
R

A
C

T
IO

N

Fund Announcement Query & Helping Receiving 

Applications

Seeking clarification Processing 

Applications

Recommendations to MD 

Officer
Funds

Awarded
Processing 

Payments

Inspection of Work



“If you read the guidelines you’d be more confused, 
it’s like a legal document”
Staff and Public have difficulty with guidelines



Manual Process
Highly manual process within the front stage and 
backstage of the process.  Different filing systems 
in each office.

Local Knowledge
Processing of the application involves a lot of local 
knowledge and awareness of projects and 
previous applications by council staff.

Policy & Procedures
Municipal Districts don’t consult with each other as 
each MD has their own policy and procedures.



“Everyone must get something
Keep everyone happy”

“Everyone gets something
Nobody gets what they’re looking for”



Immediate benefits of online applications
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SERVICE DESIGN – COMMUNITY FUND

Before After
Applications stored in hardcopy files in each MD

Processing of applications varies from MD to MD

Applicants can only submit paper applications

Staff transcribe applications into local spreadsheets and systems in 
some MDs

No database of previous applications received

Large volumes of paper to be stored

Applicants sometimes get acknowledgements from some MDs but 
no updates on applications

Difficult for staff to access info on current applications

No standard correspondence to applicants

Very difficult to report on applications and fund allocations across 
the county

Centralised location for all applications and information 
for all MDs

Standard process and workflow implemented

Applicants will submit their own applications online

Hardcopy applications can be transcribed into same 
system

Historical DB of applications will be maintained

Reduction in Paper Applications and related storage

Applicants will receive automatic acknowledgements and 
updates regarding status of applications

Staff will know status of any application at a quick glance

Standard templates for responses to applicants

Corporate reporting for staff on the details of 
applications, applicants , funding requested and allocated



Designing Policy



Our Strategic Policy Committee (SPC) and Corporate Policy Group (CPG) have 
agreed to a new set of guidelines 

CPG have agreed to a single application form 

CPG have agreed to a set of standard criteria for assessing the fund that will 
applied in every Municipal District 



“It’s the same applicants each year. 

We need to animate the smaller 

communities.” 

“It creates a lot of good will. 

That’s worth its weight in gold. 

We couldn’t function without it.” 




