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Introduction: 

Good morning Chair, Deputies, Senators, staff of the joint committee, also good morning to our hard 

working colleagues many of whom I know are in Citizen Information Centres around the country, 

trying to keep an eye on what is happening here this morning while they try to support staff and 

help citizens.   

I want to thank the Committee sincerely for the opportunity to come here and make a presentation 

to you today.  

I’m Tomás Lally and I am the Development Manager of Citizens Information Services in county Mayo 

and in the course of this submission reference is occasionally made to the development of  Citizens 

Information Services in Mayo but please understand the history and evolution of Citizens 

Information Services (CIS) in Mayo is similar to how CIS’s developed across each county in the 

country. I am here today in my capacity as chair of the National Development Managers Network 

(NDMN), a national group which represents the views of Development Managers across the country. 

Development Managers are responsible for the management of Citizens Information Services across 

the country. I’m joined by my colleagues Orla Barry, Development Manager in Sligo and Sinead 

Conefrey Development Manager in Leitrim, who are also members of the Executive of the NDMN. 

Why are we here Today? 

We are here as concerned managers, representing a network of Development Managers across 

Ireland because our services are under threat. We are here to make our contribution to a review of a 

decision that has been taken to restructure our services, a decision that we believe is flawed 

because it is not evidenced based. A decision which will dismantle a structure that has evolved over 

the last half century and has been tried and tested over that period of time.   

The Previous Session of the Joint Committee 

We watched the last meeting of the Joint Committee and were very impressed with the way in 

which the key issues around the proposed restructuring of Citizens Information and MABS services 

were raised, however there were a number of claims and counter claims made and we feel it 

necessary to try to bring a more evidenced based approach today. I had requested some documents 

from CIB under the Freedom of Information Act around any cost benefit analysis completed on this 

proposal but as you know the time allowed for a decision is four weeks so I haven’t received them 

yet. We are aware that the committee requested those documents from CIB previously and may 

have received them, I wonder chair if is it possible for us to have sight of any relevant documents 
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received by the Joint Committee from CIB so that we can attempt to make some informed comment 

on them.  

A Local Service 

I want to tell you briefly how CIS’s started out. It wasn’t a case of the government rolling out a 

strategy to set up CIC’s across the country. No CIC’s started with local groups of volunteers coming 

together in their own local areas and establishing and providing an information service back in the 

1970, CIC’s to a large extent had their origin in Social Services Centres throughout the country. 

Volunteers came together to help people fill forms for Social Welfare payments and grants, provide 

information to people from the local community and to establish links on behalf of citizens with 

service providers in the local area, these centres gradually became places where citizens could go to 

get help accessing their entitlements. In each local area a voluntary committee was formed and 

rosters set up for volunteers to be available when people came seeking help. People like Kitty 

Howley in Castlebar and Jackie Gleason in Ballina, were some of the early trailblazers as were people 

like Lily O’Doherty in Clondalkin, Moira Byrne and Valerie Keegan in Bray, Charlie O’Toole in Tallaght, 

Tom Fitzgerald in Tipperary, Joe Roche and Bill Hamilton in Crumlin. The list goes on. These civic 

minded people identified the supports citizens needed long before there were strategies or money 

available to develop services.  If there is a wind at our backs this morning perhaps it is the resolute 

spirit of those pioneering volunteers, who started out Citizens Information.    

In the year 1999 there were four operating CIC’s in Castlebar, Ballina, Belmullet, Claremorris and 

local voluntary committees in each town. They came together with representatives from the 

Statutory and wider Community / Voluntary sector to compile a Development Plan for Citizens 

Information Services in Mayo, that development plan was submitted to the National Social Services 

Board (NSSB), (CIB’s predecessor) and at a board meeting of the NSSB the plan was approved and 

Mayo Citizens Information Service Ltd was established by an individual decision of the NSSB, each 

local committee had a representative on the Board of Mayo CIS Ltd. This was in effect a restructuring 

of CIC’s at that time bringing them together in a countywide structure. Something similar happened 

in each county service area across the country. When appointed in 2000 by the voluntary board of 

Mayo CIS Ltd my role was to manage and develop those information, advice and advocacy services 

across the county. The title Development Manager doesn’t fully capture our role because many 

DM’s across the country act as Company Secretaries as well, so the DM role is similar to a CEO role. 

Anyway from 2000 up to now it has and continues to be my privilege to continue in that role.  
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The Evolving Narrative of the Citizens Information Services 

There is an important narrative, culture that has to be respected here today, that is the evolving 

narrative of Citizens Information Services, a narrative that is about services that have come from a 

rootedness in community, services that go about their business, quietly and resolutely each day, 

services that know from the feedback of the citizens they serve day in day out that they are making a 

difference, services that put the common good, the citizens needs before what might be self-serving. 

This is an important responsibility for all us representatives here this morning, one which we take 

very seriously. We must be true to our history but at the same time we have no option but to come 

here and try to argue our case, make our voices heard because CIB is not listening. This morning is 

not about self-preservation, it’s not a ‘no change mantra’, no the narrative of CIS’s reaching back 

into the 1970’s when we started out, with civic minded volunteers not only establishing but 

delivering services, was about serving the citizen, putting the citizen first and so this morning the 

National Development Managers Network is here to advocate for the citizen.  

Our role here this morning is no different to what is happening in Citizens Information Centres 

across the country this morning where staff are supporting citizens with information advice and 

advocacy needs, the big difference is that we are here making a case on behalf of all citizens, we are 

trying to save a model that delivers to the citizen in the community. We know it is capable of 

improvement however we strongly believe regionalisation is not going to bring that improvement, in 

fact it is going to destroy much of what has been achieved over the last 40 years. 

Citizens Information Services Today  

 At present there are 42 Citizens Information Services in the country, one in each of 23 counties and 

area based services in Dublin Cork and Kildare, where there are larger centres of population. Citizens 

Information Services are staffed by paid staff, participants on governments schemes, Community 

Employment, Rural Social Scheme, etc., and of course volunteers. Currently there are 1,089 

volunteers working in service provision and about 400 voluntary board members countrywide. If we 

were to cost the employment scheme and volunteer resource for front line service provision at the 

starting salary of an Information officer inclusive of employer PRSI and pension (€34,890) it would 

look as follows: 

Staffing of CIS’s Numbers Whole-time Equivalent Replacement Cost 

Paid Staff 270 183.5 --------------------------- 

Employment Scheme 228 126.5 €4.4 million 
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Staff 

Volunteers 1,089 120.37 €4.2 million 

(Source of numbers and whole time equivalent: CIB Annual Report 2015, p38) 

MABS companies have voluntary boards but they do not have volunteers involved in service 

provision.  

The National Development Managers Network recently commissioned a report on Citizens 

Information Services in Ireland  titled ‘Making an Impact: The Public Value of Citizens Information 

Services in Ireland’ we now want to refer you to that report and very briefly talk through some of the 

facts and figures in the first half of the report.  

You will note that services were contacted by in excess of 600,000 callers in 2015, 80% of those 

600,000 were personal callers into CIC’s.  

You will see there on page 10 of the report how CIC’s are serving communities all over Ireland, from 

Belmullet to Wexford, Bantry to Carndonaugh.   

We think it is important to remember that today an average of 2,300 citizens will make contact with 

their local CIC across the country, 1,840 will call in person.  

 

A Typical Day in a CIC 

So what is a typical day like in a CIC? During normal office hours citizens / clients drop in and over 

90% are seen within 20 minutes. It may be someone who has literacy difficulties and wants help 

filling in a State Pension claim form, he may have visited his local Social Welfare office and they have 

referred him to us for help with filling the form, maybe it’s two of the Syrian refugees who recently 

settled in the county who are coming in with the Refugee Resettlement Worker because they have 

had their claims for Disability Allowance refused, we will be supporting them with their request for a 

review / appeal of the decision, it may be someone who has not been paid holiday pay from his 

employer and they would like advice on what they can do to get their entitlements, maybe an older 

woman who is unhappy about the fees her solicitor has charged her and want to know what she can 

do, maybe it’s a couple with three children who are currently on Social Welfare payments and wish 

to know how one of them working part-time will impact on their entitlements, it may be a Transition 

Year Student looking for work experience in the Citizens Information Centre or someone looking to 

volunteer with the service because they have been helped by the service and they want to give 
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something back, it may be someone who wants to make a legal appointment with the regular Free 

Legal Advice Service offered through the centre to get advice on separation and property rights, it 

may be someone who  has been doing some research on the Citizens Information website and has 

found it very useful but wanted to double check that they understand the income guidelines on 

medical cards correctly, maybe a tenant who has issues with a landlord because the landlord is 

refusing to carry out repairs on his rented flat, and so on and so forth.  

The second half of the report Making an Impact from page 13 onwards deals with outcomes, what 

CIS’s achieve. Perhaps we could briefly look through the pages. We want to draw your attention to 

the fact that there is an international dimension to all this also, page 19 details how Citizens 

Information Services have been supporting the development of Citizens Information and Advice 

models in countries across Europe.  

 The Path to Restructuring 

In 2014 Pathfinder Consultants were engaged by CIB to do a feasibility study to; 

Demonstrate the need or otherwise for greater integration of the management and organisational 

structures supporting services with the objective of achieving better outcomes for citizens. 

  (Pathfinder Feasibility Study Final Report September 2014, p.3) 

The recommendation of the 60 page report was as follows: 

Deciding on the most suitable option for the long term strength of the CIB network and the services it 

provides to millions of citizens depends on the values that are important to the decision makers (my 

emphasis), whether they perceive that the current arrangements are sustainable, what they see as 

the future potential of the network and their assessment of the risk of distraction and disruption of 

structural change. ……  (Pathfinder Feasibility Study Final Report September 2014, p.50) 

Our preferred option…..is to consolidate the boards as much as possible as close as to a single point 

of authority for each of MABS and CIS….  The closer the structure can get to the ‘single board’ 

scenario, the closer the stakeholders get to service delivery and the closer the service gets to 

stakeholders.  (Pathfinder Feasibility Study Final Report September 2014, p.51) 

In January 2015 the National Association of Citizens Information Services (NACIS) representing the 

CIS network, Boards, Staff & Volunteers) organised a national event for CIS’s to respond to the 

Pathfinder Report. The NACIS report compiled as a result of that event recorded CIS’s support for 
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the retention of the county board model with or without some form of integration with MABS at 

county level. This became the NACIS policy on restructuring and they are here today to outline their 

position.   The National Development Managers Network (NDMN) has consulted its membership and 

has received a mandate to represent the views of the Development Managers across the network.  

The view of the NDMN is that the optimum model to best serve the citizen is the preservation of 

the county model with or without some form of integration with MABS with an acknowledgment 

that large population centres like Dublin, Cork, Kildare will need more than one county based 

structure.  

 

The Changed Narrative of CIB 

Earlier we talked about the evolving narrative of CIS’s from voluntary roots to the current funded 

service which retains a community / volunteer ethos. However there is also another narrative we 

must do justice to this morning. We must honour a respectful dynamic narrative that historically 

existed between CIB and services over many decades. CIB have provided significant support to 

services over many years particularly in the area of IT support, Training and Service Promotion.  We 

all have robust engagements with CIB down the years, we have disagreed, but there always was a 

sense that we respected each other enough to base claims on evidence, on solid arguments, 

arguments that did not appeal to authority, but were based on logic.  That was how it used to be. 

We have all met wonderful people in CIB down the years, people who clearly understood what it is 

to fund a service which occupies the privileged space between the state and the citizen. However 

recently this narrative has changed dramatically!  Language is important here. In the CIB Annual 

Report 2014 CIS’s were called service delivery partners of CIB but in the CIB Annual Report 2015 we 

are called a CIB ‘network of delivery services’. (An Overview of 2015 from the CEO: CIB Annual Report 

2015, p.12)   

In the CIB Annual Report 2014 the Chair of CIB, Ita Mangan states the following in her Chairperson’s 

Report  

There are over four and a half million people living in Ireland today. The challenge that they face in 

accessing high quality information on their rights and entitlements, as well as money advice, is our 

challenge too. Our distinctive structure – a network of independent services, deeply embedded in 

local communities, funded and supported by a statutory agency – gives us a unique strength. (my 

emphasis) 
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Without the close relationship each service has with its local community, we could not deliver on 

our remit – providing information, advice, advocacy and budgeting services, when and where they 

are needed (my emphasis). In turn, local services benefit from being part of a nationwide service with 

a national reputation that provides vital central supports. (CIB Annual Report 2014. p. 4) 

When we come to the 2015 Annual Report there is no mention of a ‘network of independent 

services’ in either the Chairperson’s Report or the CEO’s Overview. In fact the word independent 

occurs 15 times in the document, each time it occurs in relation to independent information, no 

reference to independent services. 

When we look at the words ‘local community’ it occurs on two occasions in the 2015 Annual Report, 

one refers to the fact that there are local community representatives on boards of services, the 

other reference is about services responding to the needs of local communities but there is no 

narrative on the benefit of this. 

Something has changed, changed quite dramatically! There is a claim of ownership of delivery 

services made in the Chairpersons Report: 

2015 marked a year of change and innovation for the Citizens Information Board and all of its 

delivery services. (my emphasis) 

In her Overview of 2015 from the CEO Angela Black characterises the relationship between CIB and 

services as follows: 

The Citizens Information Board is an agency that helps people (my emphasis) with their information, 

advice, advocacy, as well as money advice needs.  ………… 

We are continuing to develop our services through the companies that deliver them. (my emphasis) 

We are working on a wide range of projects and initiatives…… 

A change in narrative, a new narrative about the ownership of services, companies now seen as 

instruments of delivery, means to an end, no longer any sense of a ‘unique strength’ from  ‘a 

network of independent services, deeply embedded in local communities’ 

Governance First, Citizens Later 

At this Joint Committee meeting two weeks ago there was a lot of talk about governance, 

accountability and indeed the Comptroller and Auditor General was mentioned on more than one 

occasion. 
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We want to take an in depth look at this because the reality is that Citizens Information Services are 

micro governed!  I want to take you through an extract from the Financial Controls and Reporting 

Requirements for Citizens Information Services in receipt of a Citizens Information Board Operational 

Grant document which all CIS’s sign up to: 

You will note on page 2 the document has been reviewed by the Office of the Comptroller and 

Auditor General. Page three mentions about CIB carrying out audits from time to time, pages 6 and 

7, 8 and 9 detail the reporting requirement, Budget Plans, Quarterly Financial Returns, Bank 

Reconciliation, Bank Statements, Dealing with Variances, a set of audited accounts produced 

annually. Not much evidence there of poor financial control or accountability. 

We now want to take you through the Service Agreement which CIS’s sign with CIB.  

Page 2 details the obligation of Parties, Page 3 makes reference to having a valid Tax Clearance 

Certificate and complying with the Financial Controls which we previously looked at, Page 4 deals 

with Termination of the Service Agreement, and clearly specifies when the agreement can be 

terminated, and at Section 7.2 it states that the Service Agreement can be terminated ‘without 

cause’   

Schedule 2 clarifies what the Key Commitments are for CIS’s signing up to the agreement. 

Once again a very detailed document spelling out the responsibilities and requirements of 

continuing to access funding from CIB to provide Citizen Information Services. What is very clear is 

the control and power CIB has over funding, so how can governance be an issue with these controls 

and agreements in place. If there are one or two services which are not following the rules or there 

is a variation in service provided then CIB need to act, they need to enforce the controls and the 

agreement! The NDMN is not aware of any CIS being sanctioned by CIB for breaches of Service 

Agreements or Financial Controls. 

The current Citizens Information Board Strategic Plan 2015–2018 titled ‘Citizens First – Improving 

citizens’ access to quality information, advice, money advice and advocacy’ was launched in 

December 2015. It is an interesting title given the fact the one stakeholder that has not been 

properly consulted in this proposal to restructure is the primary stakeholder the ‘citizen’.  

What we heard at the last sitting of this committee was all about bureaucratic structures and putting 

governance at the centre of everything that CIB does. This is not about citizens first it is about 

governance first.  

In the CIB Annual Report 2015 the CEO Angela Black states the following: 



10 
 

As CEO I am optimistic for the future of our services – we will continue to support the staff and 

volunteers working on the ground throughout the country. Putting citizens first means that we must 

challenge everything we do to ensure that it is the best fit for what citizens need and look for ways 

to help more people at every opportunity. (my emphasis)  (CIB Annual Report 2015: p 11-12.) 

This is exactly what the NDMN are doing here today challenging what CIB are doing because we do 

not accept that regionalised services are a best fit for the Citizen?  

Under Performing Services? 

At the last meeting of this Joint Committee there was reference by CIB to under-performing services. 

We are not sure whether both CIS’s and MABS were being referred to.  In the period 2014 – 2015 all 

CIS and MABS Companies / Services went through an independent evaluation and all services 

received Gold Star Service Excellence awards. Apparently this process cost somewhere in the region 

of €180,000.  Yet CIB have now decided that this award means nothing and that CIS and MABS 

Boards are not fit for purpose. There was much fanfare in CIB when CIB got their Gold Star they 

issued a press release on 1st April 2015, saying how proud they were that ‘CIB was the first state 

agency in Ireland to receive EFQM Gold Star Service Excellence Quality Mark.’ 

The Gold Star EFQM service excellence process, involved our services being intensively evaluated 

under headings like: A Team Approach, Customer Friendly Policies, Learning from Customers, 

Delivering Customer Service Excellence.  Why weren’t underperforming services rooted out during 

the Gold Star process? Why don’t CIB withhold funding if there is a problem with a service why don’t 

they enforce the Service Agreements, the Financial Controls? Is this talk of underperforming services 

just an exaggeration to drive a change agenda, the need for which has not been demonstrated?  

The difficulties with CIB’s Proposed Regional Model 

One of the strategic priorities identified in the CIB Strategic Plan 2015 – 2018 commits to revising: 

 

..the structures of CISs and MABS to better serve the citizen by improving 

management structures and governance, management of resources and the delivery 

of consistent high quality services; this includes aligning CIB structures accordingly to 

maximise effective use of resources.               (CIB Strategic Plan 2015 – 2018, p.5) 
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It is important to note that the stated rationale for structure revision is to ‘better serve the 

citizen’  improve ‘the delivery of consistent high quality services’  and ‘to maximise effective use of 

resources’.  So let us look at the proposed structure and examine it under these criteria. 

 

A Regionalised CIB controlled structure will better serve the Citizen? 

 The citizen is a key stakeholder however the citizen has not been properly consulted 

or listened to in this bureaucratic top down approach.  

 There is no evidence that citizens are dissatisfied with the services already being 

provided, no evidence that a regionalised service with an extra management tier will 

better serve the citizen. 
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 CIB have confirmed that the proposed regional boards will not have directors 

representing community / voluntary organisations, boards will be remote, 

inaccessible and unaccountable to the areas they serve, this is hardly better serving 

the citizen. 

 The additional costs of the regionalised structure are being spent on a tier of 

regional managers not on front line service delivery personnel, how will this benefit 

the citizen?     

 

A Regionalised CIB controlled structure will improve the delivery of consistent high quality 

services?  

 There has been no evidence provided to support this. The Pathfinder Feasibility Study 

merely states the funder’s hunch as follows:  

CIB feels (my emphasis) that a central authority is a logical (my emphasis) development 

in the evolution of the services that helps assure consistent quality.  

 (Pathfinder Feasibility Study Final Report September 2014, p.8) 

The use of the word ‘feel’ is interesting because in the absence of empirical evidence what else 

can be relied upon but the hunch of the statutory funder who commissioned the report. 

 It is important to remember that as already pointed out all services have already 

obtained Gold Star Service Excellence Awards. 

 

A Regionalised CIB controlled structure will maximise the effective use of resources? 

 It should first be pointed out that no cost benefit analysis has been provided for this 

regionalised structure 

 The cost of restructuring, dismantling existing companies, setting up new ones, recruiting 

regional managers, transferring existing staff to new boards, is estimated to cost in the 

region of €0.5 million. 

 The annual additional cost of the restructured services with a regional tier of 16 

managers will be in the region of €75,000 per manager (salary, employer PRSI, pension, 

travel and subsistence), amounting to an annual cost of €1.20 million. 

This figure is based on the employment of 16 additional managers, if DM’s and 

Coordinators in MABS are promoted internally and their vacant posts not filled then the 

cost will be €288,000. But who will cover those 16 vacancies, how will that work get 

done?   



13 
 

 It is not clear how much the CIB appointed regional boards will cost, no detail has been 

made available. No figures have been given to compare the current cost of voluntary 

boards with the new CIB appointed boards.  

 There are currently 1089 volunteers in the CIS Network, who currently have a right of 

participation on boards, these volunteers will not be represented or allowed participate 

in the new regionalised boards, volunteers are effectively being disenfranchised in this 

new model and may well vote with their feet. Will volunteers identify with a regional 

remote service? The impact of this could have severe consequences for service provision.   

  In the last number of weeks some DM’s and other senior staff have already started to 

move on, we’re losing good people already, the workforce is demotivated, fearful, 

demoralised, all those years spent building up local networks, developing good working 

relationships with local service providers, what will become of them now? 

The rationale that has been given for regional restructuring is the claim that having 93 autonomous 

boards is ‘unwieldy’. However when looked at in some detail the reality is as follows: all the current 

93 boards already sign up to service agreements with CIB, operate within strict financial controls 

drawn up by CIB, with CIB acting as ‘Shadow Employer’, (all contracts and decisions to engage staff 

on even a temporary basis have to be agreed in advance by CIB).  Where is the evidence of this 

‘unwieldiness’?  

Some comment has been made about the cost of annual audited accounts for 93 companies. If CIB 

believes money can be saved on accounts /audit costs for 93 boards there is nothing stopping CIB 

from coming to an agreement with CIS and MABS companies regarding tendering for an accountancy 

firm to carry out audits for all 93 companies and filing annual returns to the CRO. Perhaps given the 

similarity between companies this would achieve substantial savings. Phone services and Electricity 

supply to CIS and MABS are currently subject to tender.  

It is notable also that the future option of ‘franchising’ the CIS service to a commercial provider of 

government-funded services has not been ruled out. In fact this was one of the models looked at by 

the Pathfinder Report. The move from the identifiable countywide and area wide structure of CISs to 

unfamiliar  and essentially arbitrary regions, might well be in preparation for the rolling out of a 

‘franchise model’ in the next round of restructuring in perhaps three or five years’ time.  
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The Position of the Citizens Information Services 

The preferred restructuring option of CISs across the country continues to be the preservation of the 

county model, with or without some form of integration with MABS with an acknowledgment that 

large population centres like Dublin, Cork and Kildare will need more than one county based 

structure.  

.A similar integrated structure presents little difficulty or problem in Citizens Advice Bureaux all over 

the UK.  Citizens Information Centres are products of fifty years of development in Ireland and the 

UK model is a half-century older again. CISs see merit in integrating MABS and CIS services at county 

and area level, and believe significant synergies will accrue from this over time. 

In the UK, Money Advice and Citizen Advice services are provided alongside each other and it is 

important to note that a local model is retained there:  

Citizens Advice is a national charity with 307 local Citizens Advice members which are all individual 

charities in their own right. Together we make up the Citizens Advice service.          

   (Citizens Advice Annual Report and Accounts 2015/2016, p.4) 

We act as one service, with one vision, yet we are also rooted in each and every community across 

England and Wales. Our bureaux are staffed by local people who are passionate about their 

community and sensitive to local needs.         

 (Making the Case: The value to society of the Citizens Advice service April 2014, p.3) 

 This proposed integration of MABS and CIS’s would: 

 

The integrated model has not been pursued by CIB. The push to regionalisation has been driven 

from the top from the beginning. There has been no dialogue even though dialogue has been sought 

by services, at best issues highlighted by the Network have been noted, parked and subsequently 

 Reduce the number of voluntary boards from 93 down to roughly 30   

 Ensure that services are still community based.  

 Be far more cost effective, €1.2 million would not be required annually for an extra 

tier of Regional Managers 

 Achieve annual savings of circa €126,000 on accountancy / audit fees  

 



15 
 

ignored. Representatives were sought from representative bodies to serve on the Restructuring sub-

committee set up by CIB and then as a condition of their participation were requested to accept a 

confidentiality agreement which prevented them from discussions with the membership they were 

supposed to be representing.  

The claim which CIB has made that front line services will not be affected in this restructuring is also 

misleading: how can you dismantle a legal entity against its will, force a workforce to transfer to a 

new employer where in time their terms and conditions, job description will be altered, foist 

confusion and fear upon a workforce and expect everything to remain as normal? One of the first 

casualties of this approach is going to be good will, no amount of money or restructuring can remedy 

that, good will is based on respect, trust and common understanding; on relationships, and how we 

treat each other. In an environment where dialogue is thwarted good will disappears. In the end a 

regionalised restructured service may look more efficient and effective on paper but that is about 

the only place it will look better! 

In dismantling countywide CIS’s , the Citizens Information Board seem intent  on dismantling an 

approach, a voluntary community ethos, and moving towards a large, remote, inaccessible, slowly 

responsive entity with little sense of place or community ethos. Perhaps very soon CIC’s will operate 

appointment only services, be places where you only get to speak to someone in person if you have 

an appointment, be locations where there are no more opportunities for volunteers to pursue active 

citizenship, for the unemployed to participate on government schemes, or third level work 

placement students to gain valuable experience, places where waiting times are measured in days 

not minutes.  

CIS’s in working in the space between the citizen and the state have a social policy remit and from 

time to time make critical commentary on schemes and services offered by the likes of the 

Department of Housing, Department of Education or Department of Social Protection. The latter is, 

of course, CIB’s parent body and funding authority, a factor that may necessarily have 

reverberations when CIS work is more closely controlled by CIB through its appointment of all 

officers, members and personnel of the proposed regional bodies. 

Comments of CIB at previous Joint Committee Meeting 

1. The Chair of CIB stated here two weeks ago that CIB were ‘only changing the back room’ 

suggesting that management and structural changes will have no impact on the front line. As 

if structural and management and cultural change is merely a back room activity. This is not 
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about a behind the scenes change, what happens in Castlebar CIC will be decided by CIB in 

Dublin, who will have total control over the regional board in perhaps Galway, remember 

CIB will have appointed the board members, the board chair and the regional manager. To 

describe that as a back room change is a ‘completely ridiculous analogy’. But more 

concerning is the fact that such a statement creates a misleading impression. 

2. It was also stated here by CIB that there was no dissent on the restructuring sub-committee. 

The committee was set up by CIB with 6 CIB members (3 board, 3 staff) and 4 CIS /MABS 

representatives.  The CIS Representatives were gagged with confidentiality on joining the 

group so they couldn’t report back to anyone, or indeed represent anyone.  

3. It was also stated here by CIB that there will be no changes during the lifetime of the 

restructuring programme which ends at end of 2018. The reality is all bets are off after that! 

4. According to the Chair of CIB the Comptroller & Auditor General has requested visits to 

MABS services, if there is an issue with MABS, then speak with MABS, the Chair didn’t 

mention CIS’s.  

5. CIB also stated that keeping an eye on 93 companies was not a good use of resources, but 

the people charged with governance are the local boards, they all have the responsibilities 

of company directors, we fear that this was an exaggeration.  We have taken you through 

the financial controls and Service Agreement you have seen how detailed and exacting they 

are on Services.  

6. CIB have talked about setting up local advisory groups in the aftermath of the abolition of 

Local County / Area based boards, there is precedent here. When CIB restructured the 

National Advocacy Service they went about setting up advisory boards but having looked at 

these the best word we could use to describe them is ‘ineffectual’, they are poorly 

supported. 

 

In Conclusion 

Governance, accountability and value for money were the three reasons given by the Chair of CIB for 

the dismantling of local structures at the previous Joint Committee meeting.  Governance and 

accountability are red herrings; we have taken you through the exacting demands made on Citizens 

Information Services through Service Agreements and Financial Controls. 

As regards value for money the one thing that is clear is that this proposed restructuring will be 

costly, we still have not had sight of a cost benefit analysis. Does a credible one exist? What exactly 

is the problem CIB are trying to fix? 
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We need to build on the county / area based services of MABS and CIS’s which currently exist. It has 

not been demonstrated by CIB how the proposed regional model will better serve the citizen, will 

improve the delivery of consistent high quality services, or be a more effective use of resources. In 

fact this model will be costly to establish, will take community representation out of services, and 

services out of communities, position them closer to government, will have an annual additional 

salary cost of €1.2 million which will be spent on regional manager posts not on front line service 

delivery.  

At the end of the day the question has to be is the Minister prepared to stand over this proposal, a 

proposal which we believe lacks proper scrutiny? Is the Minister fully aware of the cost of this 

restructuring? Does he think it is a good use of taxpayer’s money? Is this part of the promised ‘new 

narrative for rural Ireland’, where services are taken back from communities, controlled from an 

unaccountable remote distance and community involvement excluded from the running of these 

services?  

Our primary stakeholder, the empowered, participative, informed citizen, deserves better than this. 

He/ She deserves to access our services in an independent space between him /her and the state, in 

a space where his /her issues are listened to, addressed and can be fed into the formation of social 

policy, in a space that connects government, public services and citizens, in a space where face to 

face interaction is welcome not simply tolerated, in a empathic supportive space.  

It is the view of the Development Managers Network that greater efficiencies and optimum 

performance can be achieved through revised work practices, improved systems, and a creative 

approach. Let sense prevail, let the established bodies and CIB sit down and embark on an open 

constructive dialogue about this, we have a responsibility to the citizen, we need to get this right, 

build on what exists already, look closely at what works very efficiently in the UK, move towards 

integration of services at county level. It’s still not too late! 

 

Tomás Lally / Orla Barry / Sinead Conefrey  

On behalf of National Development Managers Network 

3rd March 2017 

 


