
...informing Ireland’s decision-makers

media pack



Special in-depth features are scheduled during the year and include topics such as:  

Catherine O’Kelly has been Managing 
Director of Bord Gáis Energy for nearly a 
year, having previously worked in the 
energy sector in the UK and 
internationally. When asked for her first 
impressions of the Irish energy sector, 
she replies: “There were several things 
that immediately struck me. Firstly, how 
competitive the energy market is in 
Ireland, with some of the highest 
switching rates in Europe. Our customers 
are – and rightly so – becoming more 
and more demanding of their energy 
company across several spheres, 
including demanding to be rewarded for 
loyalty. This is something that we are 
very focused on.” Bord Gáis Energy was 
the first energy company in Ireland to 
introduce a rewards programme, 
something that O’Kelly says the 
company is focused on developing 
further and building on the 300,000 
customers in its rewards club. 
“Customers are clearly saying that they 
would like to stay but they need to feel 
that they are being rewarded for being 
loyal. They are also demanding an ever-
better customer experience,” she adds. 
The rising expectations are being driven 
by the fact that customers benchmark 
the company not against others in the 
Irish energy sector, but against the best 
in the world, “experiences they have in 
interacting with other companies daily 
and increasingly through digital 
channels”. 

One of the drivers for the change in the 
energy sector has been the introduction 
of new technology. O’Kelly sees this 
trend accelerating into the future: “We 
are at a really exciting time. There is a 
huge potential to put the power in our 
customers’ hands using technology. 
There are several aspects of technology 
that are transformative and that will help 
us radically change the retail energy 
experience.” Firstly, it gives energy 
companies the capability to give their 
customers more control of their energy 
services. Bord Gáis Energy is making 
significant investment in technology and 
will be spending over €10 million this 
year investing in technology that will 
make things simpler for their customers.  

“We launched a new website earlier this 
year that makes it easier for our 
customers to interact with us digitally, for 
example viewing their bills on their 

mobile phones and making online 
payments, all in one smooth transaction.” 
In addition to investing in the customer 
interface the company is investing 
heavily in the back-end systems. “A lot of 
complex work goes in, but the outcome 
is a simple result for customers.” O’Kelly 
gives the example of a major IT 
investment made recently that has 
resulted in streamlining the signing up of 
new customers: “This means that if a 
customer wants to join Bord Gáis Energy 
by phoning us, they can do so in half the 
time that it used to take. Those back-end 
systems enable a seamless customer 
experience both online and over the 
phone.”  

In addition to the systems infrastructure 
investment, the company is investing in 

improving the technology that goes into 
customers’ homes and businesses. 
O’Kelly again comes back to the theme 
of putting power in the hands of 
customers: “What we are hearing from 
our customers is that they want to save 
energy and they want to interact with 
their energy differently, but they don’t 
know where to start. We now have a set 
of home solutions – connected home 
products that allow customers to take 
more control of their energy use.” The 
first of these products that was launched 
into the Irish market under the ‘Hive’ 
brand was active heating, a connected 
thermostat that enables customers to 
control the temperature of their home 
remotely. One common use is being able 
to adjust the temperature from afar, 

“Technology gives the customer control 
and the ability to reduce their overall 
energy usage. This is a trend we are 
seeing across Ireland and it’s one that will 
only increase. Every household and 
business we talk to wants to play a role in 
making the system more sustainable.”

Bord Gáis Energy’s Managing Director Catherine O’Kelly 
talks to Owen McQuade about the fast-changing energy 
retail market and how the energy utility is leading in the 
decarbonisation of the Irish energy sector. 

Putting power in customers’ hands
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Informing Ireland’s 
decision makers 
eolas magazine reaches Ireland’s key 

decision-makers and influencers in 

government and business and voluntary 

sectors. 

The magazine discusses a variety of key 

business affairs along with crucial policy issues 

through a mix of interviews and in depth 

editorial articles. eolas has a team of in-

house journalists who research and produce 

high quality articles covering all aspects of Irish 

business and political affairs as well as regular 

Europe and Public Affairs updates. 

The comprehensive editorial content provides 

an excellent backdrop to profile your company 

to a captive audience of public and private 

sector professionals across a range of sectors.  

Sean

O’Dwyer
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myriad of online resources using just
their single college credential.

Shared services remains our d’être and
seeking opportunites to leverage the
HEAnet networks remains a key focus
for us. The recent 100Mb Post-Primary
Schools Programme is a good
illustration of leveraging the HEAnet
asset as the same backbone network is
used to carry schools traffic nationwide.
This allows regional school connections
to join the network at their most adjacent
third-level college campus location.
HEAnet’s procurement approach under
this programme has delivered savings in
the order of millions. As well as
leveraging infrastructure, we also
endeavour to leverage economies of
knowledge in terms of expertise and
experience.

Seán O’Dwyer

In daa we have a significant and
sophisticated IT function. One of the
challenges of that is to work with IT in
strategic procurement management and
not just understanding immediate
requirements but the bigger picture for
the future. We have developed a
sourcing function within the IT
department which works hand-in-glove
with procurement. This has allowed us to
move towards more managed services
and better planning with less of the
traditional approach of dealing with
requirements as and when they arrive.
We now routinely look to see if things

for our own business. DJE has also just
completed a migration of its
infrastructure to the Revenue Data
Centre taking advantage of their hosting
facilities.

Ronan Byrne

Sharing at the network layer is a
straightforward proposition as we all use
a common standard i.e. IP. But as you
move up the stack to the infrastructure
and application layers, we can’t
prescribe a single standard, there are
many options. A challenge for HEAnet is
to seek to converge around common
cloud technologies, but we need to be
aware that one cloud approach will not
necessarily fit all. We do need to arrive
at some convergence as we cannot be
experts across every platform and every
application. We will listen to our clients
to inform where convergence may lie.
For example, we currently host the
Moodle learning management solution
for several education institutions. It is
important to recognise where you can
add value and where you shouldn’t.

Internally over the past two years we
have changed our service model which
can be viewed as something of a layer
cake with layers across: ‘network,’
infrastructure’ and ‘applications.’ There
is then a logical higher layer which we
call ‘brokerage.’ Brokerage includes
everything from identity management,
licensing, due diligence and procurement
frameworks. Importantly, we have also

changed our internal organisation

structure to reflect these different layers. 

Rodney Doyle

In energy there are huge changes going

on across Europe with the introduction

of a new electricity market, with people

being able to trade power from

Dusseldorf to Dublin. In Ireland this is

the I-SEM [Integrated Single Electricity

Market] project for the whole island of

Ireland to link up with the rest of Europe

to trade electricity – which will put

downward pressure on prices for

consumers.

In terms of IT, the separation of the

infrastructure and application layers is

important. At the application level there

will be a single algorithm for the new

European market which will run at points

in time to settle the electricity market

across the whole of Europe – that will be

application as a service right across

Europe. For the second by second

running of our own [electricity] network,

you are back into our own specific

applications. In terms of security, it is

vital we have control over our own

infrastructure. We are highly unlikely to

put this particular type of infrastructure

into a share service but we will look at

other types of services for a shared

service type of approach – but it is

important to get the balance between

risk and cost right.

How can effective
procurement strategies enable
the delivery of IT
transformation?
Seán O’Dwyer

It is about basic things like, not losing
sight of using open technology and
systems, and avoiding the temptation to
equate solutions with certain vendors –
that is the bane of procurement people’s
lives. It is important, particularly with the
speed of change of technology, not to
lose sight of procurement basics.

Pan-European solutions were mentioned
earlier and the e-tenders platform is a
glowing success suitable for a Europe
wide approach. 

Cormac Costelloe

What is going to work in one
environment will not necessarily be
suitable in another. The rate of change is
certainly accelerating and we can do
things now we could not do five years
ago. Sharing platforms will become
easier with more and more flexibility. As
regards procurement, we can bring a
flexibility to support people in terms of
how they pay for a service. Ultimately
you have to pay for any service but we
need to change the one-year capex
mind set.

Ronan Byrne

The opex versus capex debate offers

economies of scale in a data centre –
which also helps guarantee business
continuity. There are big savings to be
made even consolidating at that level.
Consolidation further up the stack, with
platform or software as a service is a
different ball game and doesn’t always
make sense. The biggest problem is the
marketing of all this. Getting buy-in is
difficult because people tend to be very
protective of their processes, want to
keep control, have existing investments
and arrangements in place and also have
legitimate data concerns. 

Cliff O’Keeffe

Every department is funded separately
and if anything is to be done as regards
infrastructure as a service there would
have to be a decision taken centrally to
allow the funds to be allocated. There
has been a high level statement made in
the ICT strategy but we need to start
seeing the finer detail as people are
often afraid of change – particularly
change they don’t understand.
Infrastructure as a service on a scale
would require the transfer of some
people and resources but the
departments and agencies would still
retain control of IT systems which are
specific to their business and application
development resources. We are also
already sharing within departments – for
example the Department of Justice’s 27
agencies. One possible next step is
sharing infrastructure across government
and then we could focus on applications

John Barron
Cliff O’Keeffe

Cormac

Costello

can be bundled together. 

On financing, with the assumption that
procurement does procurement well, the
money still has to be found. It is a
challenge in all organisations for the
procurement and finance functions to
work together, even if they are in the
same department. They each tend to
focus on their own discipline. As
technology is rapidly developing, it
remains a particular challenge to on
board innovation without jeopardising
competition in the market.

What does infrastructure as a
service or build to share mean
for your organisation? And
what are the challenges?
John Barron

Public sector bodies have a very good
foundation with the Government
Network which was put in place in the
late 1980s/early 1990s by what is now
the OGCIO [Office of the Government
Chief Information Officer], providing a
network back bone for government
agencies. 

From a ‘shared’ perspective, all agencies
are independent and they all do different
things. Therefore ownership of the IT
system and its running, needs to belong
to the agency that is delivering the
service. 

In a simple sense, infrastructure as a
service can be co-hosting which gives

ro
u

n
d

ta
b

le
 d

is
c

u
ss

io
n ro

u
n

d
ta

b
le

 d
isc

u
ssio

n

Putting the power 

in customers’ hands 

Bord Gáis Energy’s Catherine O’Kelly 

Informing Ireland’s decision-makers...

Informing Ireland’s decision-makers...

€4.95

September 19

issue 37

New Fine Gael 

MEP Maria Walsh 

discusses her 

campaign and 

her goals in the 

European 

Parliament

Director of HR for 

An Garda 

Síochána Alan 

Mulligan on the 

force’s reformn 

and integration
Minister for 

Communications, 

Climate Action 

and Environment 

Richard Bruton 

TD on the Climate 

Action Plan

Brexit  •  Talent management  •  Connectivity  •  Energy 

• business and finance 

• health 

• education 

• energy 

• infrastructure 

• export 

• technology 

• environment & sustainability 

• housing 

• construction 

• public affairs 

• local government  

• transport 

• criminal justice 

• learning and skills

Dublin Bus
The number of customers on buses in
Dublin tracks the employment levels in
the city very closely. Over the last 18
months there has been a significant
improvement in customer numbers on
Dublin Bus services. Growth in customer
numbers will be 5 per cent this year on
top of 3 per cent growth last year, “we
haven’t seen figures like that for almost a
decade,” observes Ray Coyne, Chief
Executive of Dublin Bus.  “Last year we
carried 122 million customers which is
two thirds of all public transport users in
Ireland and we have an ambitious target
of 25 per cent growth in customer
numbers over the next five year period,”
he adds.

The company’s business includes both
public service routes and commercial
services. On the public service side of
the business the key elements for
customers are safety, reliability,
frequency of service and the issues of
fares and information. “When you get
these five things right you are on track to
attract larger numbers of customers,”
says Coyne.

In addition to delivering on these core
elements, Dublin Bus looks to innovate
its services. It redesigned its network a
number of years ago, which was then
the biggest network change in any city in
Europe and took two years to
implement, between 2010 and 2012.
“We redesigned the whole network to
meet customers’ needs and demand. In
terms of innovation it really shook up our
business. We went from a radial network
with buses departing from the city centre
and going out to the suburbs to a cross-
city network whereby buses go from
suburb to suburb via the city centre,”
comments Coyne.

Growth

A key element of the company’s
objectives to grow the business is
attracting new customers to their
services through initiatives such as
improving priority for buses, which will in
turn reduce journey times. “The drive
towards modal shift is focused on
attracting people from the suburbs,
particularly at peak travel times, and
getting them into the city centre. We are
looking to introduce initiatives to

significantly improve journey times
making the bus a viable alternative to
the car. There is a place for the car in
the city but with the limited road space
available, you have to maximise that
space for the most amount of people.
We plan to introduce new express
services this year that will significantly
reduce journey times for customers,” he
continues.

The other part of the plan for growth is
focused on the company’s commercial
services division, where it is the market
leader in what is a highly competitive
environment. The commercial services
division is primarily made up of the city
open-top tour business that has been
buoyed up by increasing numbers of
tourists visiting the city. “It has been a
great achievement that we have stayed
at the front of that business for 29 years.
As in any business, market leaders get
imitated and you then have to innovate
to keep ahead of the competition. That
creates an exciting environment to work
in and it also challenges us,” says
Coyne. The latest addition to our tours is
the introduction of a new 1916 tour
which is doing “exceptionally well”.
Dublin Bus has partnered with award
winning Production Company, Anu, to
provide customers with a theatrical
experience on the tour bus, which
Coyne describes as “theatre on wheels”.

The commercial services business also
includes the Airlink 747 service which
connects Dublin Airport to the city
centre. Since January services on the
route have increased by 15 per cent and
there are now 200 trips per day. The
popularity of the service is due to the
fact that it is the cheapest and also the
quickest bus service into Dublin City
Centre, “we are offering a high quality
service at a low price.”  In addition to
Airlink 747 there are a number of public
services operating at Dublin Airport.
“There are a range of services operating
from Dublin Airport. There is a normal
public service route (Route 16) that takes
one hour into the city centre and costs
€2.60 with Leap Card, and for those
wanting to get there quicker there is the
Airlink 747 with a €10 return ticket and
that takes 25 minutes,” explains Coyne.
This summer will see the introduction of
a new Airlink route that will operate from
the airport via the Port Tunnel to the
Camden Street area in the south of the
city, with a 30 minute journey time. With
both these services there will be a bus
leaving Dublin Airport for the city centre
every six minutes.  

Encouraging public

transport use

There are a number of strategic elements
to modal shift which is a key element of
both Dublin City Council’s vision for the
city and The National Transport
Authority’s (NTA) “National Transport
Strategy 2016 to 2035”. The bus has led
the way within Dublin with 122 million
journeys last year making Dublin Bus the
largest provider of public transport in
Ireland. One of the advantages the bus
has is that it is very adaptable. The bus
can adapt very quickly to changes in
demand; “We saw this with the growth
over the last 18 months, where we have
added additional resources very quickly,”
says Coyne. The bus can also work
around infrastructure projects or major
events, which have become a feature of
any modern city. “The bus, being

flexible, allows you to service customers

with major infrastructure projects such

as the LUAS Cross City project or the

1916 centenary commemorations which

saw significant changes to bus routes in

the city. Over the four days of events we

worked with a range of stakeholders and

chaired the transport council for all the

1916 events. We were able to facilitate

large numbers of people coming into the

city,” says Coyne.  The flexibility of the

bus has always been useful in extreme

weather conditions such as flooding and

snow, “the bus can adjust its route and

still get people to and from work”.

With government looking to invest in

public transport, Coyne points out that

bus investment is the least capital

intensive of public transport modes, “you

can get a lot more value for money and

can yield results relatively quickly.”

Dublin Bus Chief Executive 

Ray Coyne talks to eolas about the

growth in customer numbers over the

past 18 months and the importance

of the bus in attracting people to use

public transport.
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“Last year we carried 122
million customers which is two
thirds of all public transport
users in Ireland”
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Dell Ireland hosted a

round table

discussion on how

the ‘build to share’

and ‘infrastructure as

a service’ models can

be used to deliver IT

transformation

projects.

How have you transformed

your organisation through new

models of IT delivery?

Cliff O’Keeffe

The Department of Justice has an ICT

governance group which develops a

strategic vision for the justice sector. The

department’s ICT, headed by John

Kennedy, hosts 27 agencies with 2,700

users in locations around the globe. We

have a managed service in place so are

also focused on contract management

and strategic procurement to drive

savings and sought opportunities to

work with other organisations – initially

within the justice sector and then the

wider public sector – around economies

of scale. We have run procurements on

behalf of, or in conjunction with, the

Prison Service, the Courts Service and

the Probation Service that have delivered

greater buying power which have

focused on shared applications and

infrastructure across the sector. This has

also enabled us to share knowledge

through an internal liaison group, which

helped us to deliver projects faster and

more cost efficiently as we do not have

to constantly re-invent the wheel and

learn from the pain others experienced. 

John Barron

IT is fundamental to our business and it’s

not really a question of transformation

but of continually evolving.  We like to be

at the leading edge, not the bleeding

edge, of technology innovation. We are

currently increasing our analytics

capability, using our data to detect non-

compliance and improve compliance.

We also plan to use analytics to help

improve our customer service offerings.

Revenue is also using technologies such

as social network analysis to identify

connections between entities in an effort

to combat and identify fraud. We are

using these types of technologies to

drive efficiency which is ultimately for the

benefit of the taxpayer. 

In the wider sense, we have developed

what I would loosely call a ‘government

cloud’ providing Infrastructure as a

Service (IaaS). Revenue has a large tier 3

data centre and now hosts 31 other

public sector agencies. This has been a

tremendous success and two thirds of

our data centre is given over to non-

Revenue equipment. Working with the

OGCIO and the CIO Council, Revenue

will continue to develop this offering and

could position Revenue as ‘platform as a

service’ for public bodies – because we

have the scale we can offer that.

Cormac Costelloe

Our business is pan-European and we

engage with the public sector right

across Europe. The main change we are

seeing is a move away from a traditional

capex budget constrained model to one

where everyone is trying to do more with

less and be more efficient. Dell set up

Dell Financial Services as a strategic

enabler to the broader Dell business and

to address a key customer need. Our

objective in that regard is to refine
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Build to share: financing IT

transformation projects
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Creative marketing 
opportunities 
Choice of marketing is key when communicating a 
message to an influential audience and the eolas 
advertising team has the experience and knowledge 
to assist you in establishing the most effective return 
on your investment.  Creative marketing activities 
include: 

• Report sponsorship – guarantee maximum 

exposure with combination of branding, editorial 

and advertising 

• Round table discussion – hosted by organisation 

and including four leading 

professionals/stakeholders from other 

organisations 

• Working lunch events – presented by senior 

member of the organisation to three/four invited 

clients/stakeholders 

• Advertorials – branded editorial-style articles 

• Display advert 

• Advertisements

From the earliest community branch-
based structure, AIB has recognised the
importance of this industry as the
bedrock of local towns and communities
throughout Ireland. In the intervening
decades the sector has changed. Ireland
is now home to some of the most
progressive and efficient farmers in the
world and to some leading agri-food
companies who have firmly established
themselves as innovators operating on a
global scale. AIB is proud to have
supported the industry over the decades
and to have developed a truly ‘farm to
fork’ presence in the sector. 

According to Cathal O'Connor, Director in
AIB Corporate Banking, AIB's approach is
focused on developing strategic
partnerships with customers. “At AIB we
work hard to hold our customers at the
heart of everything we do, turning
business relationships into unique
partnerships adding that extra value that
makes the difference for our customers.
From mid-size domestic companies to
large international PLCs, we have
serviced our clients with bespoke
solutions in acquisition finance, capex
and expansion funding, asset finance,
trade finance and foreign exchange

AIB’s agri-food DNA

products. We support our customers’
growth ambitions. Whether the business
is focused on operations and markets at
home, an export oriented household
name or a leading player in a competitive
global market place, AIB is here to help.”  

AIB Corporate Banking offers each
customer a committed Relationship
Management Team which acts as a ‘one
stop shop’. This team is supported by a
wealth of product specialists across
different areas of the Bank. 

David Kennedy outlines the sectoral
focus of the AIB Corporate Banking

team. “Over the years we have built a
team with a wealth of knowledge and
experience across the agri-food sector
including dairy processing, meat
processing, food ingredients, consumer
foods and ancillary businesses. The AIB
relationship model invests the time to
truly understand the business of our
customers. Through our end-to-end
involvement we understand the
uniqueness of the agri-food sector, its
market changes, seasonality,
production/working capital cycles and
consumer demands.” 

Anne Finnegan, Head of Agri Sector
Strategy for AIB, notes: “In AIB we have
a depth of knowledge and experience in
dealing with all sectors of primary
agriculture production and have worked
with the sector through various income
and production cycles over decades. We
have a dedicated regional Agri Advisor
team in place since the 1970’s to ensure
that we can meet the ongoing needs of
the sector. The past decade has seen
significant change in Irish agriculture as
the sector responded to the global
opportunities and challenges. We remain
focussed on supporting resilient Irish
farmers to grow their business and to
face the many challenges in the years
ahead. Agriculture has always been a
key sector for AIB. We have been a
leading bank to the sector over many
decades and remain committed to
supporting the future development of
Irish agriculture.”

AIB's Treasury division also has a team
of specialists available to help protect
customers from uncertain, adverse
foreign exchange and interest rate
movements. 

Stuart Banks Senior Dealer AIB treasury:
“We offer an extensive range of solutions
from ‘vanilla’ standard hedging products
to bespoke solutions. The AIB Treasury
team takes the time to gain an
understanding of our customer’s risk
profile and key business objectives. We
help to review the underlying exposures,
so that customers can prepare and
implement a treasury risk management
policy appropriate for their business.
Finally, we combine these insights with
our specialist market expertise in
explaining the alternatives that can be
customised to meet these needs.” 

A key area of focus for the Bank over the
coming months will be the impact of
Brexit on customers. The Corporate
Banking team in conjunction with AIB's
Treasury division will work with
customers to review the possible
implications of a hard Brexit and

AIB’s history is rooted in the agri-food sector. With over
40 years' experience in the sector the Bank has seen
industry cycles and has partnered with customers
through the many changes and challenges. 

appropriate strategies to mitigate some of
the risks associated with such an
outcome.   

Cathal O'Connor notes: “Given strong
trade links with the UK, the agri-food
sector is likely to face multiple challenges
and considerations and also potential
opportunities as Brexit implications
become clear. AIB is here to support our
customers around potential negative
impacts from Brexit such as tariffs being
applied on the agri-food sector and assist
in opening new markets or opportunities.”

According to Oliver Mangan, Chief
Economist for AIB, Irish businesses
should prepare for the possibility a of
‘hard’ Brexit, given that free trade with the
UK could end in early 2019 if it can’t
agree on new trading arrangements with
the EU post Brexit. The UK Prime
Minister has indicated that it could opt for
no deal at the end of the exit negotiations
on the basis that “no deal is better than a
bad deal”. In such circumstances, the UK
would have to fall back on World Trade
Organisation (WTO) rules, which would
involve tariffs, as well as customs
controls. Those importing from the UK
could be faced with increased
administrative costs, tariffs and customs
checks. Irish exports to the UK, most
notably in the food sector, could be hit
with significant tariffs and face increased
competition from third countries in the UK
market. 

Oliver Mangan continued: “We will have
to await the outcome of the Brexit
negotiations, probably in late 2018, to
see whether the UK manages to retain

“Agriculture has always been a

key sector for AIB. We have

been a leading bank to the

sector over many decades and

remain committed to supporting

the future development of Irish

agriculture.”

relatively unfettered access to EU
markets or, instead, has to fall back on
WTO rules. The outcome of these talks
will be hugely important for the Irish food
industry as the UK takes about 40 per
cent of the sector’s exports.”

Cathal O'Connor concluded by saying
the agri-food sector is a key sector for
AIB. “We are keen to continue our long
tradition of support for this sector as it
navigates the challenges of Brexit, whilst
also playing a role in helping our
customers achieve their growth
ambitions.’’

Allied Irish Banks, P.L.C. is regulated by
the Central Bank of Ireland.

Contact:
David Kennedy
Email: david.kennedy@aib.ie
Tel: +353 (0)1 64 12018
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David Kennedy Head of Corporate Banking food and agri team.Cathal O'Connor, Director in Corporate Banking responsible for the Food, Agri,
Healthcare, Motor, Marine and Media Sectors.

As the largest university teaching
hospital in the State, St James’s has an
annual non-pay budget of €150 million
and has a large and complex throughput
of clinical products used in the care and
treatment of patients.  We catalogue
25,000 products and trade around 8,000
live products per annum, sourced from
around 1,000 suppliers although 80 per
cent of these come from our top 60-70
suppliers.

For the last 10-15 years, St James’s has
been at the forefront of innovation in the
supply chain management of
procurement and has invested heavily in
ICT systems and processes.

A systems applications products (SAP)
project was introduced in 2001, this was
soon followed with the introductions of
Kan Ban Inventory Management system
at all clinical levels in the Hospital
underpinned with a full wireless SAP GUI
achieving high levels of automation.
Localised projects have also included
scanning all proof of delivery and invoice
documentation and using localised

barcodes (viewed through SAP).

With these islands of excellence
established, we decided to take a
thorough look at ourselves and look at
where we are going from here.  Full
eProcurement underpinned with Global
Standards (GS1) was the natural next
step.

We firstly undertook a global
benchmarking exercise and found that
the Australian model was closest to Irish
healthcare with common business
language standards.  Retail, of course,
has been using the same approach and
yielding the successes for decades.  We
engaged in a proof of concept, which
focused on a complete paperless
business process through electronic data
interchange (EDI) messages.

We also had a clear end game in sight
i.e. that in the operating theatre, a single
‘bleep’ from the barcode should capture
the data and also say “track me” (for full
traceability), “pay for me” and “replenish
me”.

Our previous experience with GS1
involved setting up the haemophilia
track-and-trace solution, which
continues to deliver efficiencies and
savings and allows us to monitor all
treatment provided to the patients
(including product supply and usage).
While this innovation was born from a
supply chain failure, it is now recognised
internationally as an exemplar model, as
it provides full visibility of product
location and consumption at the Patient
level enabling efficient product recall if
required.   

Upscaling success

eProcurement takes a microcosm of
success and achieves that on the mass
market.  A small Irish SME (Cruinn) was
among the first to go live on the EDI
process.  Indeed, St James’s and Cruinn
were the first hospital-business
partnership in the world to go live with
four EDI messages simultaneously.  We
are now engaging with all of our
suppliers on Data Alignment and EDI, but
what we’re really excited about is getting

eProcurement is achieving world-class patient safety and efficiency

at St James’s Hospital by taking paper and cost out of the system.

Vincent Callan and Simon Moores discuss its success.

eProcurement:
delivering the benefits
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down to the scanning of medical
devices, pharmaceuticals and
consumables at the patient level.

We do that through the use of common
identifiers and common standards (via
GS1).  We’re close to achieving that
vision but the whole story is based on
the premise that everybody in the supply
chain speaks the same language: from
the assembly line all the way through to
the scan in the theatre.  We aim to
electronically track our consumption of
all products the patient and will be able
to recall any defective item very quickly.
The alignment of mass Supplier and
Hospital data can potentially avert harm
to patients by warning users of a recall
before administration at the bedside
scan.

As with anything so innovative, the
hardest part is to get people to buy into
the process. A lot of suppliers were
sceptical but we are currently on-
boarding a number of Global
Manufacturers, Large National and
International Distributors and a number
of Irish SMEs.  Interestingly, and
unexpectedly, we found that agility
increased as the size of the partner
company decreased.  SMEs can
therefore reap these benefits more
quickly than some larger players.
International Legislation will soon
mandate the use of unique identifiers for
Medical Devices and Pharmaceuticals,
so it makes sense for suppliers to get
involved early.

Traceability for the patient is the key
benefit and there will also be a financial
benefit as the Money Follows The
Patient model is introduced. Barcode
software can help managers to achieve
‘dynamic patient-level costing’ thus
identifying where that money is going,
especially for high cost items.

As more suppliers come on board, the
level of visibility and granularity will
increase.  In traditional procurement,
suppliers are continuously retendering
bids but eProcurement will provide a
data pool to be used by all hospitals and
ensure that everyone is speaking the
same language and eliminating errors.
We currently employ a large number of
people to match up purchase orders and
invoices, which adds a significant cost
to the Exchequer.

St James’s Hospital’s approach is
completely scalable as it has maintained
a standardised approach. in addition,
Suppliers will only need to publish data
relating to their products once into a
single data pool for all trading partners
which is a significant advantage for all.
We’re currently working through our top
50 suppliers and we also want to bring

safety information – which is not
necessarily readily available – into the
new system.

Working solutions are essential.  We now
have a lead time of four hours for
sending out a purchase order
electronically, through the four message
standards, receiving the goods, and
clearing the invoice for payment – all
without human intervention because it’s
based on data alignment.

Future development

We have also completed an RFID project
that tracks and traces high risk samples
e.g. obtained through endoscopy or
interventional radiology.  The pilot
involved installing RFID readers at
strategic points along the delivery chain
between theatres and laboratories and
implementing basic rules such as
separate ID cards for porters (to identify
the carrier), one tag per bag of samples,
and text/email alerts when delays occur.

This is all about patient safety and may
well be the first system to track human
tissue through the RFID process.  We
pick a small problem, we address it and
we stress-test it to make sure it’s
applicable elsewhere in the hospital,
using a unique number to track each
sample and capture data into the clinical
system.

The critical mass will build throughout
the remainder of 2015, by bringing on
board as many trading partners as

possible and bringing their data into the
SAP system.

We constantly tender and put pressure
on the market to deliver value, and take
a full life cycle view of the costs and
benefits.  This is backed up by a robust
procurement unit and an effective
finance department which supports
reinvestment and delivers strategic
benefits.

Automation will be needed to deliver the
Money Follows The Patient model by
integrating systems and feeding through
the data about specific high cost drugs
to theatre and laboratories.
eProcurement software will enable full
financial visibility, thus helping managers
to make decisions about finance and
ultimately care.  In a sector where speed
and quality are of the essence, improving
these processes makes a tangible
difference in the drive to ensure a better
quality of life for the patients who rely on
St James’s services.

Vincent Callan is Director of Facilities
Management and Simon Moores is
Director of Finance at St James’s
Hospital.

St James’s Hospital
PO Box 580
James’s Street, Dublin 8
Tel: (01) 410 3000
Email: info@stjames.ie
Web: www.stjames.ie
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Working lunch hosted by  
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now we’re taking an incremental 

approach to its use. One interesting 

area that we are presently focusing 

on is data protection and GDPR and 

using AI to help predict online activity 

by people that could lead to 

accidental data breaches. We’re also 

looking at bots for our call centre in 

order to automate answers to 

questions people might have. We are 

piloting a ‘bot’ internally at the 

moment and should it prove 

successful we will make it available 

to our online customers. 

What are your predictions for 
digital disruption in the 
months and years ahead? 

Neil Dover 

By 2025, 75 per cent of the 

time communications for autonomous 
vehicles. Getting 5G up and running 
and in use is probably going to take a 
number of years. 

Damian Griffin 

Organisations must evolve securely 
and deliver on a digital strategy. 
Technology will not only disrupt but 
should be a tool to enable your 
organisation to move at an increasing 
digital pace. Disruption will deliver an 
opportunity for those who are 
prepared and open to change.  

Seán Keevey 

On digital, I think there’s a fatigue 

and fear factor setting in together 

with an element of distrust from 

citizens because of issues like recent 

the Facebook / Data Analytica 

controversies.  

We need to be sure that citizens can 

trust that we treat their data in a safe 

way and that it is safe for them to 

use digital technologies. 

Loretta Lambkin 

Across the planning sector, using 
Geographic Information Systems has 
become the norm and the technology 
in that space is developing rapidly 
with huge value to offer any 
organisation or individuals dealing 
with spatial data. Similarly, Building 
Information Modelling and other tools 
which enable digitisation of 
development are expected to result 
in benefits and changes to Ireland’s 
future planning and building control 
processes.   

workforce will be composed of 
millennials for whom technology is 
not merely a utility, but a way of life. 
Competitive advantage in both 
output and recruitment will partially 
rest on availability and access to the 
latest technology, always. Flexible 
and remote working will be assumed, 
rather than fought for and working 
away from the office will open new 
possibilities in who works with whom; 
breaking down hierarchies and silos 
as the best people for the job are 
linked by a Drive space, rather than 
physical proximity. Back office 
functions we predict will be largely 
automated, transforming businesses 
into networks of professionals more 
than structured organisations with 
teams of support staff to maintain 
infrastructure – HP predict this 
function be overseen by dedicated 
third parties, paid on a subscription 
basis. 

Darach Green 

There’s a big push from the EU for 
the justice sector to start using AI. 
It’s nearly like a solution looking for a 
problem. It won’t be replacing judges 
in the future, which is possible in 
theory, but in practice unlikely. 

Seán Keevey 

I think 5G is going to have a huge 
impact over the next few years. In 
the agri-food industry I expect that it 
will support a significant increase in 
the use of remote devices and 
sensors as well as provide near real-

Neil Dover
“The greatest barrier we see as an 
organisation is that over 72 per cent of 
employees say outdated technology 
harms productivity.”

“There’s a big push from the EU 
for the justice sector to start 
using AI. It’s nearly like a solution 
looking for a problem.”

“Paper files provide the illusion of 
knowing where your data is, it’s in 
the file, in the cabinet, IT must deal 
in securing the reality.”

“Using Geographic Information Systems 
has become the norm and the technology 
in that space is developing rapidly with 
huge value to offer any organisation or 
individuals dealing with spatial data.”

“We need to bring people along on the 
[digitisation] journey. We particularly need 
to focus on the end user experience, how 
people want to interact with us and the 
benefits that can be realised.”

Darach Green

Damian Griffin

Loretta Lambkin

Seán Keevey

Future digital disruption: What the panel think

Working lunch in quotes...

� Artificial intelligence 

� Spatial data and GIS 

� Future devices 

� 5G connectivity 

� 3D printing  

� Building Information 

Modelling (BIM) 

� Virtual reality (VR) and 

Augmented Reality (AR) 

� Blockchain 

� Digital fatigue and trust 

� Edge computing 

� Webcasting 
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1. Intelligent automation:
the next frontier in
government
transformation
While intelligent automation presents a

significant opportunity to enable

efficiencies that drive transformation, the

public sector must proactively address

challenges in realising its potential to

offer better service to citizens, renewed

job satisfaction and to increase

engagement for public sector workers.

In seeking to drive efficiencies,

Inspiring innovative
government

government has traditionally employed a
more cautious approach than the private
sector. However, the availability of
powerful and inexpensive processing
power coupled with advances in artificial
intelligence (AI), natural language
processing and the exponential growth
of data, has created an opportunity for
governments to embrace intelligent
automation to help drive long-term
transformation strategies.

Intelligent automation, defined as the
automation of labour by leveraging
digital technologies to supplement or
automate the tasks undertaken by
knowledge workers, can be put to work
both in evaluating the quality, regulation
and consistency of service delivered to
constituents and in tackling the
challenges presented by continually
shrinking budgets and a workforce in
flux.

Sector demographics: a
changing workforce

Public sector workforce demographics
across countries like Germany, the UK,
the US as well as some within the Nordic
region are undergoing significant
change, similar to Ireland. A recent
report from the US Government
Accountability Office predicts that over
30 per cent of US federal employees will
be eligible to retire within two years. As
large numbers of employees vacate their
positions, the automation of manual
roles currently performed by these
workers can enable efficiencies and
behavioural change to kick-start
transformations.

The historical reluctance of the public
sector to move labour “offshore” due to

security and political concerns has also
amplified the potential for intelligent
automation. Government now has the
opportunity to improve service levels to
citizens, elevate job satisfaction for
existing workers and inspire a new
generation of young talent into public
service.

Automation in action

Intelligent automation spans core
technologies such as rules engines and
workflow to artificial intelligence (AI) and
machine learning that can support
cognitive reasoning. This technology is
evolving at different rates, providing a
spectrum of capabilities ranging from
simple, repetitive task automation to
machines or ‘bots’ that can learn and
adapt.

The benefits of automation are already
being felt in the private sector, where its
deployment is resulting in significant
ROI, greater job satisfaction, and better
customer service. One example with
potential application in a public sector
setting is the call centre.

Call centres typically perform a high
volume of low complexity repetitive
tasks, with service agents navigating
simple systems and applications while
simultaneously taking customer calls.
When customers make contact via email
or messaging systems, agents then have
to jump back and forth between
systems. This can slow down service,
create repetitive tasks and produce
inaccuracies that can impact customer
experience. Necessary post-call admin
also has the potential to lower agent
productivity.

When agents are freed from processing
repetitive, manual tasks and can focus
on enhancing  customer-centric skills,
they can help drive customer satisfaction
and long-term growth, in addition to
significantly improving service level
agreements.

Proactive change
management is crucial

To be successful, change strategies
should establish and reinforce the link
between intelligent automation and
continuing employee development, and
the ability of new technology to enhance
existing roles, while also creating new
and engaging ones. Overall, they will

reinforce the image of a newly “mission-
focused” agency, facilitated by intelligent
automation, which can provide
opportunities for employees to deliver
tangible value to constituents from the
front lines.

2. Blockchain: Rewriting
the way government does
business
As consumers, we live much of our lives
digitally. As citizens, that’s not always
the case. The conveniences that online
retailers have built — websites that offer
to remember who we are, what we did
before, our preferences — may be
uncommon experiences when we try to
access government services.

“Today, as

citizens we

expect to deal

with government

the way we deal

with every other

part of our life.”
Cormac Deady, Director,
KPMG Public Sector

Pioneers in the public sector are
beginning to rewrite the way things get
done. And they’re embracing the same
tools that have enabled transformations
in private sector: more sophisticated web
portals, mobile apps to crowdsource
public concerns, cloud computing, data
analytics and the potentially revolutionary
record-keeping method of blockchain
technology. Blockchain offers the
potential to provide faster and more
secure transactions, streamline and
automate back-office operations, and
reduce costs by leveraging cloud-based
technologies.

A blockchain in the simplest terms is a
shared database, distributed across a

network of multiple sites or institutions.
It’s made to securely record transactions
and ownership of assets. Blockchains
could create a universal record of who
owns what and allow unified access to it.
At KPMG, over 40 member countries in
our global network are working with
public and private clients to develop
block chain initiatives. 

Ironically, blockchain technology was
devised as a way to avoid central
governments. The anonymous inventors
of the digital cryptocurrency bitcoin
created the methodology as a way for
the community at large to maintain an
agreed-upon, immutable record of who
owns how much, without having to
entrust record-keeping to a single
authority such as a government central
bank. All participants in a blockchain
network can access identical copies of
the ledger, and updates happen almost
instantly. Digital “keys” and signatures
cryptographically control who can
update and view records.

In the US, the State of Delaware is
testing blockchain internally to organise
the Delaware Public Archives, which
contain everything from historic photos
to mountains of public records. Older
documents are being digitised.
Databases and spreadsheets from
disparate divisions are being migrated to
a new distributed ledger. “Smart
records” would automate compliance
with state laws that dictate retention and
destruction of documents. Ultimately the
system will make it easier for agencies to
submit documents to the archive and
residents to find information records in
the blockchain can be any asset,
including physical property.

A separate initiative involving the
International Blockchain Real Estate
Association, has been working with the
government of Cook County, Illinois, to
create a legal blockchain version of a
property deed that could someday
replace paper deeds and create a
universally acknowledged, “golden
record” of who owns what property. It
would eliminate the need for things like
title insurance. For governments that
register land transfers, blockchain
property records could minimise fraud
committed with counterfeit deeds. 

Elsewhere in the world, the United
Kingdom’s national land registry said it

There is a growing expectation among citizens
that government provide similar technology
solutions to those provided by private enterprise.
This has created new challenges for the public
sector, along with a corresponding need for more
customer-centric transformation strategies.

Cormac Deady, Director, KPMG Public Sector
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Working lunch

Next generation, digital transformation

HP hosted a working lunch drawing together 

various stakeholders from the public sector 

looking at future digital transformation. The 

discussion ran the gamut from 5G to drones, 

through to 3D metal printing.

What are the current 

challenges around workplace 

transformation and employee 

engagement?  

Seán Keevey 

Digital transformation is not just 

about technology. It’s primarily about 

cultural change and this can be 

difficult to achieve. There can be a 

fear of digitisation, and we need to 

overcome any such fear through 

communicating what we are doing 

and why we are doing it. We need to 

bring people along on the 

[digitisation] journey. We particularly 

need to focus on the end user 

experience, how people want to 

interact with us and the benefits that 

can be realised. A lot comes down to 

business change and culture 

change. Technology is also 

important, particularly where legacy 

systems are involved and there is a 

need to get the infrastructure up to 

date. 

Damian Griffin 

The Defence Forces require secure 

yet frictionless delivery of IT services 

as an enabler to the mission. This 

consumption and ultimately the 

improvement of IT services in the 

office, through training and during 

tactical operations must be driven by 

user perception. Military 

management require user driven 

digital systems to enable the 

accurate delivery of information both 

up and down our chain of command. 

Our key to this workplace evolution is 

the assurance of security across any 

solution connecting our personnel 

through technology to enable 

processes of the organisation.  

Security is a great challenge for 

every solution but no longer a 

blocker. 

Working lunch hosted by  
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