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Mission Statement

NRB’s mission is, on behalf of the State and in consultation
with people with disabilities, to enable and empower
people with disabilities to live the life of their choice to
their full potential.

In order to achieve this, NRB

. Identifies and advises on the needs of people with
disabilities and the policies and services required to
meet them

¢  Develops, provides and co-ordinates services

o Sets, monitors and ensures the maintenance of national
standards

»  Promotes recognition of rights and equality of
opportunity.
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Foreword

There have been important developments in the external environment within
which NRB operates during the period of NRB’s 1992-94 Strategic Plan. The
establishment by Government of a new Department of Equality and Law
Reform and the setting up, by the Minister concerned, of a Commission on the
Status of People with Disabilities have particular significance. The Minister has
also undertaken to facilitate the establishment of a Council for the Status of
People with Disabilities, and has signalled his intention to introduce
new/extended equality legislation concerning disabled persons.

There have been developments at EU level too. A new Human Resources
Operational Programme for the period to 1999 and a new HORIZON
Operational Programme - as part of the new Community [nitiatives - were
agreed at end 1994. At a broader policy level, EU social policy over the next few
years will be influenced by the Commission’s White paper ’Eurdpean Social
Policy - A Way Forwaid for the Union’ published in July 1994.

NRB welcomes these developments and believes that its own policy proposals
and strategic actions in recent years have contributed to such positive moves
forward.

Planning in times of change presents its own challenges. Capacity and
willingness to adapt in order to anticipate and respond to changing needs are
qualities which NRB staff have demonstrated in the previous plan. The 1995-
1997 Plan will undoubtedly require a commitment at least as great. That
commitment is evidenced in NRB’s October 1994 submission to the
Commission on the Status of People with Disabilities.

[t is recognised that the NRB (Establishment) Order 1967 has become outdated.
While some functions in the Order are no longer performed by NRB, new
functions reflecting changing needs and demands have been taken on. The
Board of NRB considers that the Statutory Instrument should be amended to
reflect its current role and to enable it to meet new demands arising from
current and future developments. NRB looks forward to that challenge, and to
that opportunity.
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Strategic Directions

Ongoing strategic analysis and review involving customers, management, staff
and the Board of NRB over the last three years has clearly endorsed NRB’s mission
and the proactive role in relation to that mission which was heralded in the '92-
'94 Strategic Plan.

The shift in focus to a greater concentration of effort on removing or reducing
those barriers which continue to marginalise people with disabilities and the
related task of ensuring they can take their place alongside their non-disabled
peers in society are now embedded in NRB’s strategic priorities for '95-'97.

Corporate Role

NRB'’s corporate role as identified in the mission statement illustrates the unique
contribution NRB has to make in the field of disability and rehabilitation.
Core Values

In any service organisation Customer Focus, Quality Service and Staff
Empowerment are integrally linked. It is simply not possible to deliver a quality
service to customers if the service is not customer-focused and if staff are not
empowered to do so. The prime function underlying all NRB’s services is to assist
people with disabilities to live their lives as independently as possible. NRB will
focus on two core values during the period of this Plan:

e Independent Living

*  Quality Customer Service
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Independent Living

The value that distinguishes NRB’s service and defines quality customer service is
the value of Independent Living.

Independent Living is not the name of a particular service or provision but should
be the objective of services and the furtherance of people’s human rights. It is
about people with disabilities having and exercising rights and choices like
everyone else, including such things as the kind of education or training to
pursue,

Independent Living in the NRB context means ensuring that all services and
supports for people with disabilities in or supported by NRB are geared
towards:

¢ inclusion not exclusion

* increasing independence and promoting choice

The commitment to inclusion involves two related areas of work:

* Taking steps to increase the readiness of society to include people with
disabilities

and

e  Advancing the readiness of people with disabilities to participate and to be
included.

This focus on inclusion and independence applies to all people with disabilities
irrespective of the nature, type and severity of their disability. It applies equally
to people with multiple disabilities and those whose ability to participate and to
communicate and exercise choice is very limited.
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Quality Customer Service

Putting the customer first requires concerted and consistent effort. It also
requires imagination, creativity and flexibility. It means being clear about
customers’ needs and understanding these needs from the point of view of the
user.

The '92-'94 Strategic Plan stressed the need to identify and consult with all NRB's
customers on behalf of the ultimate end user - people with disabilities. The '95-
‘97 plan deepens and develops this strategy by focusing on working in
partnership with customers, their advocates and other statutory and non-
governmental service providers. This emphasis on working with customers is of
major significance and involves exploring different methods and approaches to
building cooperative partnerships e.g. networking, community development
initiatives.

NRB’s primary resource is its staff. Staff empowerment involves management
supporting staff and determining from them what they need to maintain a strong
customer focus. Everybody has a customer - where the work goes next - whether
it is inside or outside the organisation. Staff Empowerment involves each level of
staff recognising their customers and accepting that the value of quality customer
service applies also to internal customers. It involves clear contracting with staff
to make decisions to improve the service package and its delivery. It is about
encouraging all staff to forge new levels of self-awareness and responsibility.

Leadership and management style, teamwork, training and technology will be
used to empower management and staff to work together to improve customer
service but people can only make themselves more effective by taking
responsibility for their own development. Empowered staff are staff who are
prepared to take active responsibility for the quality of their service to customers,
develop and share first rate information about their work and make good use of
empowerment to shape and contribute to solutions to fundamentai problems.

Service goals must be clearly defined and determined by how they contribute to
NRB’s mission. They must be converted into specific targets in terms of both
outcomes and customer satisfaction. This involves for each service establishing
the standards to be achieved, identifying performance measures and putting in
place the processes and procedures needed to deliver and continually improve the
service to customers. It also requires information sharing, communication and
organisational learning.
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Corporate Objectives

NRB's corporate objectives for the period '95-97 can be summarised as follows:
1. Developing and Promoting Effective Services

2. Empowering People with Disabilities

3. Contributing to Disability Policy Development

1. Developing and Promoting Effective Services

To develop and promote services to people with disabilities that are appropriate,
accessible and cost-effective and have customer focused measures of performance
in place..

This means that all NRB services will need to have in place

*  Qualitative as well as quantitative service standards

¢  Customer focused measures of performance

¢  QOperational Plans that complement the work of other departments and
regions within NRB.

For services to people with disabilities which are delivered by non-governmental
service providers, NRB will, in accordance with its statutory mandate

e  Co-ordinate the provision of services and supports to people with disabilities
in response to specific needs and demands to make best use of scarce

I¢SOuUrces

*  Work effectively with service providers to help assure the quality of their
service responses to the needs of people with disabilities

*  Promote ‘good practice’ and appropriate standards.
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2. Empowering People with Disabilities

To work towards enabling people with disabilities to participate fully in society
by e.g.

. Promoting training and employment opportunities for people with
disabilities to reach their full potential

* Involving people with disabilities in planning and implementing initiatives

¢  Supporting local community based involvement of people with disabilities
in access committees, support groups of and for people with disabilities.

3. Contributing to Disability Policy Development

To provide policy advice to the Minister for Health and Health Authorities and to

work towards ensuring that mainstream policies and actions include people with

disabilities by e.g.

* The development and production of policy proposals and initiatives

. Disability-awareness raising and training for employers, trainers, guesthouse
owners etc.

*  Promotional activity e.g. jointly hosted conferences, scholarship schemes,
arts exhibitions, competitions.
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Strategic Priorities

Introduction

NRB'’s mission, values and corporate objectives state the major strategic directions.
The next step entails developing service strategies so that policy and practice are
consistent with these directions.

Success in doing this requires changes in thinking and practice, enhanced skills,
flexibility and creativity in adapting to changing roles for both staff and
customers.

NRB's strategic directions pose significant challenges in how customers are
viewed, what services are delivered, to whom and how they are delivered. These
directions are underpinned by the viewpoint that people who are marginalised
and socially excluded need to be involved in developing pathways to their
inclusion and equally that solutions to their exclusion lie in the community and
society at large. This requires a shift in thinking for everyone - in communities,
among professionals, decision makers, service providers and people with
disabilities.

For NRB in particular, it means working with a variety of customers on behalf of
the ultimate end user - people with disabilities. Each strategy, each service must
define its customers and sec¢k to engage in proactive collaborative partnerships
with them to ensure a meaningful exchange of information on what needs to be
done and how best to do it. For some services, it means working with people with
disabilities. For others, it means working with service providers and advocates of
people with disabilities. Yet again, for others it means using a community-based
approach for service delivery to work with potential advocates for people with
disabilities. Many NRB services have a variety of customers.

The need for objective measurement of customer satisfaction is an integral part of
any organisation’s commitment to its customers. NRB will, in addition to
developing customer focused measures of performance, seek appropriate
customer feedback on its services, drawing on independent consultants, where
appropriate,
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To be successful in delivering on this strategic plan NRB needs to become more
comfortable with uncertainty and demonstrate a readiness to experiment with
new ways of doing things. This requires a willingness to evaluate all areas of
practice, to retain what is effective and be prepared to let go what no longer
worKks.

Above all, it requires that individuals move beyond the interests of a single
service, discipline or department to view their work in relation to NRB’s major
strategic directions. This wider organisational view and shared goals for the

future demand an expanded sense of interdependence and shared responsibility
to be successful,

Strategies

NRB’s strategies indicate how NRB intends to fulfil its mission.

Working Together

The involvement of people with disabilities and their advocates/families is crucial
in the planning and evaluation of policies and services. Consultation with
customers is not sufficient. Strategically, NRB needs to work in close partnership

with people with disabilities and service providers and will prioritise

*  Cooperative partnerships with people with disabilities, their advocates and
potential advocates

*  Community development approaches and networking

*  Facilitating and promoting self-advocacy for people with disabilities.
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Policy

NRB’s strategy is to influence decision makers in as many fields as necessary with
a view to putting disability issues on their agenda and ensuring that
consideration of the needs of people with disabilities are included as of right by

¢  Raising the issues

*  Establishing the need for detailed and accurate information on people with
disabilities requiring rehabilitation services

*  Proposing action
Priorities include:
¢  Setting an NRB policy agenda

¢  Encouraging and assisting the disability-proofing of government and other
mainstream initiatives

*  Actively advocating for appropriate anti-discrimination legislation

e  Advocating with and on behalf of people with disabilities in relation to
issues within NRB's competence.

Coordination

NRB’s strategy is to work towards ensuring that services for people with
disabilities are provided in a coordinated way and that effective and appropriate
responses, both mainstream and specialist, are being provided to meet identified
needs.

Priorities include

. As the designated authority for the administration and monitoring of
EU/Exchequer funding for vocational training for people with disabilities in
Ireland to ensure that services offer best practice and outcomes for people
with disabilities and best value for taxpayers’ money
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In the context of the new Health Strategy, Shaping a Healthier Future, to
contribute to the detailed implementation (both at national level and
within health board areas) of this strategy in relation to rehabilitation
services for people with disabilities.

In particular, to work with:
all key parties, in particular Health Authorities, to define clearly comp-
lementary roles and responsibilities in service planning and provision

service providers, both statutory and voluntary to address needs and
demands in

- Service development

Rehabilitation services for people with severe disabilities

Professional staff training and development

Linkages between services

to ensure that both national and local decision-making and the planning and
delivery of services are directed towards achieving the greatest possible health
and social gain and greater accountability for the resources that are used.

Research

NRB’s research strategy is to provide a sound equitable basis for

the development of policy
the provision of services

informing the decision-making process in respect of funding applications
for services/initiatives.

Priorities include:

Setting a clear research agenda for NRB on an annual basis
Strengthening the links between research and policy
Focusing on dissemination and application of relevant research findings

Easily accessed, accurate, customer focused statistics and information.
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Disability Awareness

NRB's strategy is to raise awareness of disability and issues arising from disability
that wittingly or unwittingly work against the inclusion of people with
disabilities in Irish society. This will be done in a variety of ways, many of which
have been tested over the period of the last plan, targeting different markets in
appropriate ways.

Priorities include:
e Active use of local and national media to raise awareness of disability issues

*»  Promoting equality training and the inclusion of people with disabilities in
all disability awareness initiatives

e  Prioritising initiatives which have significant multiplier effect

*  General awareness raising targeted to specific groups e.g. women, general
public, school children

*  Disability awareness training for decision-makers and those in a position to
influence others e.g. employers, teachers, public servants.

EU Policy and Programmes

NRB’s strategy is to influence EU policy and programmes to reflect the interests of
people with disabilities in Ireland and to

* maximise the Irish take-up of EU funds consistent with the development
and provision of relevant, high quality, effective and efficient programmes
benefiting people with disabilities

*  encourage and maximise the involvement of people with disabilities in all
Community Initiatives and Programmes, particularly those targeting social
exclusion

¢ promote and contribute to effective information exchange and to ensure
that best practice abroad and in Ireland is highlighted through transnational
partnerships to stimulate and encourage further benefits to people with
disabilities.
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Services

NRB’s services will be driven by NRB's mission and values, set targets as specified in the
corporate objectives and focus on the following strategic priorities.

Training and Employment Services
National Advisory Committee on Training and Employment (NACTE)

NACTE was established in 1992 for a three-year term with significant employer
and trade union representation. It has made a significant contribution to
development of policy and practice within NRB. Following proposals from
NACTE in 1993 the Board of NRB agreed a ten point Action Plan on Training and
Employment which is currently being pursued. NACTE will be reconstituted in
1995 to continue its valuable role of providing advice on policy and practice on
key training and employment issues.

Training
NRB'’s strategy is to promote vocational and social inclusion and equality of
opportunity for people with disabilities and to assist them to identify and obtain
appropriate training and to enhance their employment prospects.
Priorities include:
Training Opportunities
Promoting the increased inclusion of people with disabilities in
e the full range of education and training opportunities in Ireland
o community development training initiatives and schemes
. innovative developments in relation to the design and delivery of training
in particular:
- On-job/employer based training

- Distance learning and multi-media
- Accreditation of prior learning.
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Ensuring that training specifically targeted to people with disabilities is
. responsive to local and national labour market needs and opportunities

*  provided in centres which are accredited in accordance with NRB’s Standard
for Vocational Training (51/93)

*  offering trainees nationally recognised certification |

* delivered by appropriately qualified staff

N - . o

e geared to achieving specific outcomes such as further training or
employment.

Training Supports

*  Seeking to have a more formal equitable system of training allowances for
disabled trainees instead of the existing benefit conversion system.

. = o E——

¢  Building on recognised foundation programmes for trainers and developing
opportunities for them to progress to higher level professional qualifications

. Promoting and developing innovative training and development programmes
for trainers, strengthening community, industry and mainstream training
linkages in both Ireland and the EU.

A e .

¢  Reviewing current provision for the professional training of staff involved in
training and rehabilitation services.
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Employment

NRB's strategy is to promote vocational and social inclusion and equality of
opportunity for people with disabilities and to assist them to identify, secure and
retain appropriate employment.

Priorities include:

¢ Monitoring local labour market trends and identifying potential
employment and related training opportunities

. Working with employers and the IBEC Consultative Committee on the
Employment of People with Disabilities to promote equal opportunities for
people with disabilities

e  Nationwide promotion of the Positive to Disability scheme
»
. Promotion of the achievement of the Quota Scheme within the wider public
sector and its possible extension to the private sector

. Actively seeking a funding mechanism to meet the training and employment
needs of those for whom some form of sheltered/supported work is the
preferred option

¢  Promoting the inclusion of people with disabilities in national and local
enterprise/job creation structures and schemes e.g. Area Partnerships,
County Enterprise Boards, National Work Sharing Scheme

e Promoting and developing initiatives to support service providers in
securing post training employment opportunities for people with disabilities

. Addressing the situation of people with disabilities currently in sheltered
work settings in respect of employee status, employment conditions,
standards and funding

. Encouraging the development of innovatory enterprise development
opportunities for people with disabilities

. Monitoring, evaluating and promoting innovative employment options
including supported employment, teleworking and other initiatives.
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Employment Supports

. Promotion and extension of existing supports to people with disabilities e.g.
- Employment Support Scheme
- Workplace Adaptation and Equipment Scheme
- Job Clubs,

*  Development of proposals for further supports as needed.

Coordination and Monitoring of Training and Employment Services

NRB's strategy in respect of specific training and employment initiatives,
programmes and services for people with disabilities is to ensure that they are

* Provided in a coordinated way, focused on people’s needs and potential
employment opportunities, avoid duplication and make significant impact
on the lives of peopie with disabilities

s  Monitored and evaluated taking account particularly of standards, costs and
outcomes.

Occupational! Guidance

NRB’s strategy is to provide a professional occupational assessment and guidance
service to people with disabilities.

Priorities include:
»  Facilitating active participation in the process by people with disabilities

e Expanding the method of delivery to include group as well as individual
options

. Ensuring that a variety of occupational guidance and assessment services are
available regionally.
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Educational Assessment

NRB’s strategy is to promote the provision of an inclusive and effective
educational assessment and counselling service for children with disabilities
within the education sector.

Priorities inclide:

¢  Reviewing, in consultation with the Department of Education, NRB’s role in
the current and future provision of educational assessment services for
pupils with disabilities

* Providing, in conjunction with appropriate services, training materials and
other supports for mainstream teachers, career guidance teachers, school
psychologists and other relevant professionals.

Access and Technology
National Advisory Committee on Access (NACA)

NRB is fortunate to have the services of qualified professionals and
representatives of relevant bodies including organisations of people with
disabilities, to advise on technical matters in relation to environmental access as
members of the National Advisory Committee on Access. A review of the
Committee will be undertaken early in 1995 with a view to extending its terms of
reference and membership to include technology.

Priorities for Access and Technology include

Providing a regionalised first level promotional/ information service backed
up by a specialist advisory service

. Involving and providing training for people with disabilities in this process
e Development and publication of specialist resource materials for
professional target groups and others involved in access and technology

issues at national or local level.

. Review and relaunch of the International Symbol of Access with appropriate
standards and procedures.
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Library & Information Service

NRB's strategy is to have a user-friendly, regionalised Library and Information
Service supported by the Library and Information Unit in Head Office, geared to
the needs of people with disabilities and other users.

Priorities include:

¢  Completing the regional network of NRB information centres in response to
the information needs of all users

e  Utilising new technology to make relevant databases accessible to users at
regional level e.g. Inmagic, NRB information, Handynet

. Meeting the information needs of those for whom print is not an accessible
format.

Disability Resource Centre

NRB's strategy is to promote and provide a user-friendly information and display
service on the range and quality of disability-related technical aids, equipment
and assistive technologies and their availability to people with disabilities, their
advocates, professionals and the general public.

Priorities include:

* Promotion of the service among key target groups, including flexible
opening hours

*  Ensuring that people with disabilities, their advocates and professionals in
any part of the country are aware of and can access the Resource Centre and
its potential for them

¢  Determining how staff at local level can be empowered to deliver key aspects
of this service

e Drawing attention on the basis of customer feedback to improvements
needed in technical aid delivery services nationally.
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Hearing Service

NRB’s strategy is to provide a high quality, cost effective, efficient and regionally-
based hearing assessment, device-fitting and counselling service for all children
with hearing impairment from birth until they complete full-time education and
for eligible adults.

Priorities include:

» Completing the process of regionalising the operational management and
delivery of NRB’s Hearing Service

. Improving the standard of regional testing facilities
. Providing the all-in-the ear hearing aid as a possible option for customers
. Undertaking a comprehensive review of the effectiveness and efficiency of
NRB’s Hearing Service including linkages with Health Boards.
Counselling Support Services
NRB’s strategy is to promote and develop the inclusion of counselling support
services within the range of services provided to people with disabilities and those
who live with them. Initially, NRB will review the current counselling needs of
people with disabilities, assess current provision and work with service providers
to develop and promote a range of responses to these needs regionally.
Priorities include:
. Developing and promoting
- Peer counselling initiatives

- Parenting courses for parents of children with disabilities

. Encouraging the development of counselling services among service
providers.
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Medical Rehabilitation

NRB'’s strategy is to promote an increased awareness and more effective
coordination of medical rehabilitation and disability prevention.

National Advisory Committee on Medical Rehabilitation

In early 1993 the National Advisory Committee on Medical Rehabilitation was
established to advise NRB on medical rehabilitation issues and to assist NRB in
furnishing advice, information and assistance to the Minister for Health and
health authorities. Membership of this committee is drawn from rehabilitation
medicine and key associated specialities. An interim report for the Board of NRB
is expected in early 1995.

NRB will continue to chair and administer the Disabled Drivers Medical Board of
Appeal.

The Disabled Drivers Scheme was extended in December '94 to include qualifying
organisations. NRB has agreed to assist the Revenue Commissioners in validating
such applications to this scheme.
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European and International Links

NRB'’s strategy in respect of developments abroad and links with appropriate
agencies and organisations is to keep abreast of developments and disseminate
information where appropriate and relevant.

NRB will endeavour to promote research and development on rehabilitation
within relevant EU institutions, including the European Foundation for Living
and Working Conditions (Dublin) and the European Centre for the Development
of Vocational Training (Berlin/Thessalonica)

Through participation in rehabilitation committees of international
organisations including the Council of Europe and involvement in international
associations such as Rehabilitation International, NRB will continue to contribute
to the development of coherent policies on rehabilitation issues and the
promotion of the United Nations Standard Rules on the Equalisation of
Opportunities for Persons with Disabilities.

NRB will, in 1995, review its role in responding to the needs of less developed
countries to develop rehabilitation policies and services.
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Structure and Resources

The current pace of change is more dramatic than ever and organisations must
increase their capacity to adopt new strategic directions in order to respond more
effectively.

The external environment drives the strategic direction of any organisation and
the focus of strategic initiatives must always be the customer. Continuous
improvement and innovation must be a way of life. The structure and systems
within NRB need to be flexible and able to adapt to the changes needed to
support new strategic directions. Systems and structures will not drive strategy; it
must be the other way around.

NRB’s Strategic Plan for the period 1995-1997 provides the framework within which
decisions concerning the structure and deployment of NRB resources will be made.

Structure

NRB's regional structure has over the past three years brought NRB services closer
to the customer. The process of giving a regional expression to the full range of
NRB services will be strengthened over the period of this Plan. In addition, a
review of the match between NRB regions and related regional structures, some of
which are also under review, will be undertaken.

Staffing

Key requirements in addressing NRB's strategic priorities will be

i the updating and continuous development of the professional and technical
‘knowledge and skills of all staff as part of NRB's human resource development
policy

ii  the promotion of quality consciousness throughout the organisation with the
focus on self-appraisal and criteria for continuous improvement

The regionalisation of specific services, increased activity in relation to existing
services e.g. trainee certification, employment monitoring and follow-up and, in
particular, the delivery of new services will require increased staffing. In addition,
the area of Arts, Culture and the Media is currently under review by a Sub-
Committee of the Board of NRB.
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Technology

The use and effectiveness of technology in bringing services closer to customers
will be monitored ciosely. The recent review of NRB's technological infrastructure
yielded a number of recommendations for enhancing service delivery and
administration throughout the organisation. The implementation of these
recommendations is a necessary basis for improving the effectiveness and
efficiency of NRB operations.

Finance

The effective and efficient use of resources is crucial in delivering NRB’s strategic
priorities and financial resources are critical in this regard.

The full financial implications of implementing the Strategic Plan will be worked
out in the context of annualised operational plans.
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The Next Steps

This plan presents many challenges to NRB. It provides the strategic framework
within which decisions concerning NRB priorities and resources will be made.
The next step will see the development of internal operational plans setting out,
for each area of strategy, specific objectives, the manner and timescale in which
these objectives will be achieved and the measures to be used to assess actual
performance.
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