Power Design Case Study
Client
Financial Services and Pensions Ombudsman
Brief
Provision of full design services and print
management of all publications, promotional
and exhibition requirements and consultancy.
Services provided include:

Strategic Plan
2021 - 2024
Connecting and
Innovating

Our Strategic
Framework

This Strategic Framework outlines
our strategic priorities and our
projected progress over the three
years. It also identifies the resources
required for the delivery of the
strategy. The FSPO will deliver
against its statutory mandate and
drive forward in improving our
services and focussing on engaging
with, and influencing, our external
environment.

For each strategic priority we have
outlined our strategic commitments and
how we will measure our progress in
achieving them. Our annual programmes
of work which underpin this strategic
framework are measured through internal
Key Performance Indicators (KPIs). In
addition, the FSPO will have an oversight
and performance delivery agreement with
our parent Department, the Department
of Finance, through which, delivering of
this Strategic Plan will be monitored.

Evolving and
Innovating
We will adapt and evolve our service to
anticipate and respond to the changing
needs and expectations of all our customers,
maintaining a relentless focus on delivering
fair, impartial, timely outcomes.

Deliverables
Design
Publications and Reports
Infographics
Recruitment advertising
MS Word and Powerpoint templates
Digital design requirements
Exhibition design/interior display
Print services and fulfilment

We will deliver:
Self-determined service engagement choice (online, phone,
video, face-to-face, post) and self-service progress checks
Technology solutions that enable end-to-end process
digitalisation, so each complaint journey is efficient and timely
A receptive service that is delivered in an accessible,
inclusive, easy to navigate manner, responsive to the needs
of our customers
An innovative environment for our staff, harnessing ideas to
continuously improve and evolve our service offering and our
workplace
A service which is agile and effective in dealing with new and
emerging trends, issues and technologies

We will measure delivery through:
Improved timeliness of service

Evolving and
Innovating

Connecting
and Engaging

Progress of complaints measured through organisational KPIs

Sharing and
Influencing

Customer satisfaction and feedback

Developing our people, building our capability
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Connecting
and Engaging
We will connect with consumers, providers,
regulatory bodies and others to help build a
better understanding of what we do, and how
people can best access and make use of our
service should they need us.

Connecting and Innovating
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We will deliver:
Programmes to grow awareness of the FSPO and our role among
consumers, consumer representative bodies and providers
Services, processes and outcomes that are understood and a
better understanding of respective roles and services provided
by ourselves and stakeholders
Information that is clear, accessible and equips consumers
and their representatives when seeking resolution to
complaints with their providers, and raising complaints with us
when no resolution is found
Ongoing improvements to our service and communications,
responding to our customers and stakeholders
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Sharing and
Influencing
We will play our full part in helping to raise
standards in complaints handling and
resolution, and inform legislative, regulatory
and policy developments so that customer
complaints are prevented from arising where
possible, and fairer outcomes are achieved.

We will measure delivery through:

We will deliver:
Insights and data that positively influence how financial
service providers deal with complaints from their
customers and promote the adequate resourcing of
complaints-handling
Analysis and insights to keep Government, regulators and
policy makers informed of current issues and trends and
highlight systemic issues arising from complaint outcomes
Stronger collaboration, communication and engagement
with our stakeholders
We influence how providers design and deliver fairer
products, services and systems to help prevent
complaints arising

We will measure delivery through:

Increased levels of consumer awareness and understanding
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Connecting and Innovating

Website and telephone contact trends

Enhanced levels of stakeholder engagement

Social media measures

Increased visibility of decisions and publications

Customer satisfaction and feedback

Enhanced stakeholder sentiment

3rd floor beside canteen
same as photo 6?
Generic Splash
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Existing
Connecting and Innovating
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Connecting and Innovating
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The Challenge
Following the renaming/rebranding of the
Financial Services and Pensions Ombudsman
(FSPO), Power Design was commissioned to
redesign the look and feel of all future material
to reflect the key services of the FSPO. With a
wide ranging suite of publications, from Annual
and Strategy reports, Decisions and Finding
reports, to various public information leaflets,
we needed to ensure a consistent fresh look
Existing
that
could be easily adapted and could evolve
3rd
floor lobby
- suggest 100 X 213 (3 panels)
as new projects developed, all the time
mindful of accessibility requirements of their
wide audience.
How we approached and accomplished the
project goals
Power Design reviewed all existing material
from the previous Financial Services
Ombudsman and identified key areas for
design improvement on its existing
documents, which would subsequently inform
new publications and information campaigns
in the future. Key suggestions implemented
included:
Designing a suite of covers reflecting the
key services of the FSPO.
Designing simple, flexible document/page
templates that could easily apply to a wide
range of existing publications, with
consideration to accessibility.
Devising a three-tier colour palette that
reinforced variety/differentiation throughout
publications.
Develop clear, easy to understand step by
step infographics outlining the appeals
process.
Redesigned all forms in a more simple,
user friendly style.

- suggest 100 X 213 (3 panels)

An tOmbudsman Seirbhísí Airgeadais agus Pinsean
Financial Services and Pensions Ombudsman

Stiúrthóir na Seirbhísí Imscrúdaithe
Director of Investigation Services

Stiúrthóir na Seirbhísí Corparáideacha agus Cumarsáide
Director of Corporate and Communication Services

Progressing the brand development for
publications in real time, as required, to
ensure optimum efficiency and cost
effectiveness.
Providing solid advice on print solutions
and sourcing in relation to cost
effectiveness, quality and environmental
issues.

Why we did it this way
For the overall brand development we
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Financial Services
FSPO is committed to a policy of equal opportunity
and encourages
and Pensions
projects simultaneously.
Ombudsman
cations under all 9 grounds of the Employment
Equality Acts. What
Tá an OSAP i mbun seisiúin fhíorúla idirghabhála a reáchtáil. Beidh na hidirghabhálacha sin
(idir fhís-idirghabháil agus chlos-idirghabháil) ar bun ar líne trí ardán Microsoft Teams (MS Teams)
agus beifear in ann díospóidí a idirghabháil go tráthúil agus go héifeachtach dá bharr.

This leaflet will help you understand what we will
need from you and what you can expect from us
when using our services. It is a quick guide which
gives general information only.

Ag ullmhú don idirghabháil
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torainn le cloisteáil ann.
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Ná bíodh aon cheo le feiceáil nár mhaith leat go bhfeicfeadh na páirtithe eile.
Tá rogha ar Microsoft Teams an cúlra a dhéanamh doiléir má tá MS Teams
suiteáilte ar do ghléas agat. Ní gá go mbeadh na bogearraí sin suiteáilte agat
chun páirt a ghlacadh i bhfís-idirghabháil.

Wi-Fi láidir agus slán

Teastóidh Wi-Fi láidir agus slán nó nasc cruashreangaithe ó na rannpháirtithe
ar fad san fhís-idirghabháil chun tabhairt faoin idirghabháil. NÁ HÚSÁID nasc
poiblí Wi-Fi, mar a bhíonn ar fáil i spásanna poiblí agus i ngnóthaí, toisc nach
mbíonn siad slán, agus go bhféadfadh eolas a bheith i mbaol.
Ní gá go mbeadh Wi-Fi ag na rannpháirtithe más ag tabhairt faoi idirghabháil
ar an nguthán atá siad. Sa chás sin tabharfar uimhir ghutháin dóibh le glaoch
air agus PIN rochtana.
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Toisc go mbíonn na seisiúin idirghabhála príobháideach agus faoi rún, tá cosc
iomlán ar an idirghabháil a thaifeadadh ar bhealach ar bith. Níl cead ag aon
pháirtí taifeadadh físe ná fuaime a dhéanamh, ná seatanna scáileáin a ghlacadh,
d’aon seisiún idirghabhála, bíodh an seisiún ar fad i gceist nó cuid de. Iarrfaidh an
tOifigeach Réitigh Díospóidí deimhniú ar na páirtithe ag tús na n-imeachtaí nach
ndéanfaidh siad aon taifeadadh ná sruthú ar an gcruinniú gan chead.

How to make
a complaint to the
Financial Services
and Pensions
Ombudsman

The FSPO is funded through two distinct sources – the financial services complaints are funded by a levy on the financial services
industry and the pensions complaints are funded by the Exchequer.

March 2021

Registration
of Complaint
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COMP
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S

This publication provides information on how the levy on the financial services industry is determined, calculated and collected.

PENS
ION

Má fhoghlaimíonn aon pháirtí go ndearnadh taifeadadh fuaime, físe nó
seatanna scáileáin de sheisiún ar bith, ní mór dóibh an tOifigeach Réitigh
Díospóidí a chur ar an eolas faoi sin láithreach agus ní féidir an taifeadadh a
scaipeadh ná a roinnt ar bhealach ar bith.

TARGET:

We will register and
acknowledge in writing
at least 90% of
complaints within
1 week

Engagement
with Dispute
Resolution
Process

TARGET:

We will conclude at
least 80% of
engagements with our
Dispute Resolution
process within
12 weeks

Informal

Taifeadadh

Accessing our database

Our database of legally binding decisions
To refine your search, you can apply one

Applying filters to narr
To filter our database of
Decisions, you can firstly
select the relevant sector:

Having filtered by sector, the searc
our Decisions further by categorie
 product / service

 conduct complained of

This leaflet will help you understand what we will
need from you and what you can expect from us
when using our services. It is a quick guide which
gives general information only.
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TARGET:
We will conclude at
least 80% of
engagements with our
Dispute Resolution
process within
12 weeks

Informal

TARGET:
We will register and
acknowledge in writing
at least 90% of
complaints within
1 week

Engagement
with Dispute
Resolution
Process
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How to search our decisions
Infographics
on www.fspo.ie

Performance Indicators along
the Customer Journey
Registration
of Complaint

ISSUE OF
WRITTEN
DECISION

Accessing our database of decisions
Our database of legally binding decisions is available online at www.fspo.ie/decisions.
To refine your search, you can apply one or a number of filters.

1

Applying filters to narrow your search
To filter our database of
Decisions, you can firstly
select the relevant sector:

2

Having filtered by sector, the search tool with then help you to filter
our Decisions further by categories relevant to that sector such as:
 product / service
 conduct complained of

✓Sector
Commencement
of Full
Investigation

✓Product / Service

l

Accessing our database of decisions

✓Conduct complained of

COMPLAINT
RESOLVED
COMPLAINT
NOT YET
RESOLVED

Exchange of
Evidence
between parties
in accordance
with fair
procedures

TARGET:
We will issue our written
decision within 12 weeks
of completing the
collection of
evidence

TARGET:

For those complaints which
are not resolved in Dispute
Resolution, we will
commence the
investigation process for
90% of complaints
within 1 week

ISSUE OF
WRITTEN
DECISION

3

You can also filter our database of Decisions by year,
and by the outcome of the complaint, i.e. whether
the Ombudsman Upheld, Substantially Upheld,
Partially Upheld or Rejected the complaint.

Once you have found the Decision you are looking for,
click View Document to download the full text in PDF.

Infographics

How to
search
ourfull
decisions
Click
to view
annual report https://www.fspo.ie/documents/FSPO_AnnualReport_2018.pdf
on www.fspo.ie

Performance Indicators along
the Customer Journey

Formal

For those complaints which
are not resolved in Dispute
Resolution, we will
commence the
investigation process for
90% of complaints
within 1 week

Formal

This leaflet will help you understand what we will
need from you and what you can expect from us
when using our services. It is a quick guide which
gives general information only.

TARGET:

We will issue our written
decision within 12 weeks
of completing the
collection of
evidence

TARGET:

Relevance to PIAB

Our work with the FSPO is comparable
to the requirements of the PIAB in that
it communicates to a broad public
audience, resolving complaints and
providing information and advice on
issues relating to pensions providers
and regulated financial services
providers. The tone and style of
material published needs to be
communicated in a consistent, user
friendly, easy to read manner. Our work
with the FSPO also demonstrates our
ability to manage frequent publication
and form updates in the most cost
efficient manner, and our ability to
work on many projects simultaneously.
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with fair
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