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Today I will;

● Set the Context

● Speak about our Design Foundations

● The OECD Recommendation of the Council on 

Human-Centred Public Administrative Services

● Our Life Events Programme

● And Share some Reflections

For the past two years, Ireland 

has been working to embed 

Human-Centred Design across 

the Public Sector.
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Setting the 
Context 
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“We need to get excited about the future that’s just 
around the corner. We need a more imagined future. 
We need to talk more about where we want to be.”

MARY ROBINSON, 
FORMER PRESIDENT OF IRELAND AND CHAIR OF ‘THE ELDERS’, 
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11 divisions

● Climate Division

● Corporate Office

● Expenditure Policy Division

● Human Resources Strategy Unit

● Office of the Chief Medical Officer

● Office of the Government Chief Information Officer

● Office of Government Procurement

● Public Service Delivery Division

● Public Service Resourcing Division

● Public Service Transformation Division

● Public Service Workforce Division

● Work and Pensions Division

To drive the delivery of better 

public services, living 

standards and infrastructure for 

the people of Ireland

Our Mission

The Department of Public 

Expenditure, National Development 

Plan Delivery & Reform
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Policy Context: 
Better Public Services: A 

transformation strategy to deliver 

for the public and build trust

● Deliver effective human -

centred policies and services 

designed with evidence and 

insights from our public and 

from our data and research

● Engage with the public in 

policy and service design

● Put service users first and 

embed systems and design 

thinking

● Tackle big societal issues and 

drive societal change

● Achieve a seamless user 

experience and inclusive service 

delivery

● Support digital inclusion

● Ensure that the Public Sector 

is skilled for the future

● Improve equality, diversity 

and inclusion

2022
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"What are the fundamental 
changes needed to make public 

services truly ‘better’?"Q
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Design 
Foundations
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We will put
people first

Principle 01/

We will design 
to be inclusive

Principle 02/

We will design 
services 
together 

Principle 03/

We will design 
so knowledge 
can be reused 

& shared

Principle 05/

We will design 
from the top 
down & the 
bottom up

Principle 07/

We will challenge 
assumptions 

& design 
with evidence

Principle 06/

We will design 
to deliver value -

in all its forms

Principle 08/

We will work 
to make 

things simpler

Principle 10/

We will build, 
test, learn & 

iterate

Principle 09/

We will design 
for trust

Principle 04/

The Design Principles for Government (2022) ensure 
public services are simpler, more inclusive, and human-
centred, guiding how government designs services, 
policies, and processes to build trust and meet real user 
needs.

● Signalled the intent to embed design in government 
and identify design-conscious public servants.

● Developed using a design approach, informed by 
international exemplars, research, co-creation, and 
iteration.

● Shaped by a collaborative group of civil servants, 
design academics, and practitioners.

● Approved by Cabinet and embedded in public 
service modernisation.

● Applied across government, particularly in Life 
Events projects.

Design Principles for 

Government in Ireland
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Demonstrate Design

Commitment
● Creation of a Central Design Unit 
● New Funding Mechanisms
● Cross Government Support to embed Design

Increase Design

Capability
● Design Procurement Framework
● Specialist Design Role Descriptions
● Design Capability Building, Resources etc.

Foster a Design

Culture
● Facilitate Design Challenges & Projects
● Promote Design Successes
● Deep collaboration with Design Sector (HEI’s etc.)
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Dual-Focus Design Approach
The Dual-Focus Design Approach ensures that design is 

embedded across both policy and strategy and service 

delivery. Sitting between the Transformation Policy Unit 

and the Transformation Delivery Unit, it champions 

design values and principles across government.

Service &

Experience Design
(Transformation Delivery Unit)

Strategic &

Policy Design
(Transformation Policy Unit)

Leading the implementation of the Action Plan for 

Designing Better Public Services, embedding design 

in policy, strategy, and government transformation.

● Embedding Design in Policy & Strategy 
● Building Public Sector Design Capability
● Supporting Major Reform & Innovation
● Strengthening Collaboration & Advocacy
● Building Design Community & Networks

Leading the redesign of public services for 

simplicity, accessibility, and better experiences, with 

a focus on the Life Events programme.

● Delivering Human-Centred Public Services
● Leading the Life Events Programme
● Enhancing Service Integration & Accessibility 
● Driving Co-Creation & User Engagement
● Ensuring Continuous Improvement

Central Design Unit
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We are committed to infusing design principles 
into every aspect of public services, enhancing 
well-being, and optimising government 
efficiency. Through insight-driven decision-
making, experimentation, and co-creation, we 
aim to drive the delivery of better public 
services, all while working to improve living 
standards for the people of Ireland.

Our vision for Design 

in Government

.Our vision is to position.
.Ireland as a global exemplar.
.of design-led public service.

.transformation.
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In your experience, what is the 
most important enabler for scaling 

design across government?Q
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OECD Recommendation on 
Human-Centred Public 
Administrative Services
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“Governments invest significant resources 

in service delivery. Thoughtful, evidence-

based design ensures those resources 

create maximum impact, improving 

efficiency and effectiveness.”

OECD, Recommendation on 

Human-Centred Public 

Administrative Services, (2025)

OECD Recommendation on Human-Centred 

Public Administrative Services
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Strategic Vision, 

Values & Rights

● Establish a whole-of-government 

approach to human-centred service 

delivery.

● Align services with fundamental 

rights, transparency, and trust.

Core 

Foundations

● Define leadership roles and 

responsibilities for service design.

● Build public sector skills to support 

HCD

● Ensure inclusive, secure, and 

interoperable digital infrastructure.

Measurement, Engagement 

& Improvement

● Track performance and user 

experience.

● Use data and feedback for continuous 

improvement.

● Strengthen collaboration across 

sectors

Seamless & 

Accessible Services

● Design services around user needs, 

life events, and major interactions.

● Use plain language, proactive 

delivery, and an omni-channel 

approach.

OECD Key 

Recommendations

● Adopted by the OECD Council on 17 
September 2024

● Recommendation provides a common 
policy framework to help governments 
develop and implement services designed 
around people’s needs. 

● Reinforces the importance of trust, 
accessibility, and reliability in public 
administrative services across locations, 
channels, and sectors.

● The Recommendation is structured around 
four pillars that guide governments in 
delivering trusted, effective, and people-
centred public services.



OFFICIAL

Ireland's Life 
events Programme
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Life Events

Welcoming a 

New Child

Becoming a 

Licensed Driver

Becoming a 

Student

Finding a 

Place to Live

Experiencing a 

Severe Weather 

Event

Taking on a 

Caring Role

Experiencing 

Crime & Seeking 

Support

Losing a 

Loved One

Voting for the 

First Time

Beginning School 

Life

Managing Your 

Health and 

Wellbeing

Starting or 

Losing a Job

Getting Married, 

separated or 

Divorced

Starting and 

Running a 

Business

Transitioning to 

Retirement

Becoming 

an adult

Global Life EventA Life Event is a major moment or 

transition in a person’s life that requires 

interaction with public services. It should 

be seamless, proactive, and above all, 

human-centred, ensuring support is 

easy to access and designed around real 

needs, not government structures.

● Ireland has committed to delivering a 

Government Life Events Programme, 

ensuring public services are accessible, 

reliable, and responsive to people’s 

needs.

● The Global Life Event examines how 

people experience public services 

across life events, public attitudes 

towards government, the level of service 

integration, and the overall look and feel 

of service delivery.
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Building a Connected, 

Life Events-Led 

Service Ecosystem

To move beyond department-focused 

service delivery, Ireland is adopting an 

integrated approach that ensures 

coordinated, user-centred, and accessible 

public services. These four pillars establish 

the foundation for a seamless, trusted, and 

efficient service ecosystem, designed 

around people's real-life needs.

Services and 

Organisations

● Ensure coordination between 

government bodies and service 

providers.

● Define clear roles, responsibilities, 

and governance for efficient service 

delivery.

● Establish structured practices for 

continuous service improvement.

Digital Products 

and Services

● Develop user-centric digital services as 

the foundation of an integrated system.

● Implement technical frameworks for 

seamless data sharing.

● Advance towards a life events-led 

model for service delivery.

Values, Identity 

& Content

● Establish and maintain strong service 

values and a clear visual identity.

● Implement a consistent language 

framework to enhance trust and clarity.

● Ensure alignment across services to 

maintain a cohesive user experience.

Service 

Environments

● Provide multi-channel service 

options beyond digital interactions.

● Ensure in-person and digital services 

are accessible, welcoming, and well-

located.

● Maintain clear service standards that 

reflect core values.
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Prioritising Ireland's 

Life Events

We have taken a systematic approach to identifying 

the key Life Events, drawing on international 

examples, public engagement, and structured analysis 

to refine our focus.

● Desk research and review of international 

exemplars

● Public consultation with ~3000 responses 

● Policy sprint with Civil and public servants

● Multi-criteria analysis of the short-list

● Generation of an extensive long list, theming 

exercise, and dot voting by the Public Service 

Transformation Delivery Unit

Multi-criteria analysis 

of short list
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Generative 

Design Research
Birth Life Event 
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Mapping As-is 

Journies
Driving Life Event 

Mapped the As-Is Journey to understand user 

interactions, challenges, and pain points 

across the full "Driver" Life Event, informing 

deeper research and persona development. 
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Persona 

Development
Student Life Event 

Developed diverse personas to 

represent core and edge case users 

in the 'Driver' Life Event, ensuring 

design decisions were user-centred 

and aligned with real-world needs.
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Future-State 

Mapping
Birth Life Event 

Developed and tested future state 

concepts for the ‘Birth’ Life Event, 

generating over 100 ideas and 

prototyping 7 solutions to improve 

user navigation and service 

access.
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In a world of increasingly complex 
geopolitical, economic, and societal 
challenges, how can design help us 

shape the future we want?
Q
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Reflections
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My Reflections After two 

Years Embedding Design 

• Powerful and impactful 
methodology for change and 
collaboration.

• The importance of rallying your 
coalition at national and 
international level to scale the 
approach

• The importance to get someone 
who can show the design 
relevance and make it accessible

• Remember how far you have 
come.

• Enjoy and keep learning.
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