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Foreword from
IBCB Chairman

Mr. Justice
John Hedigan

year. I would like to thank all Board members for their
commitment and contribution during the period. The
Board itself has continued to operate well as a collective. In order to ensure this continues, we have had a
board effectiveness review carried out by an external
organisation. The verdict is that we work very well as a
team bringing our different perspectives very constructively together to deal with the goals of the IBCB. We
will continue this process of self-examination periodically.

It was without doubt, the strangest of years. Covid-19
has forced us all to change so much of our lives and
lifestyles. At the Irish Banking Culture Board all has
gone virtual since March 2020. Our work however
has continued uninterrupted and is well described in
this annual report. I pay tribute to our staff who have
worked so well to keep the show on the road. They
have all laboured tirelessly from home, as have so many
throughout the country, balancing family, social and
working obligations and challenges. They have nonetheless had a most productive year. Our mission of
working with our member banks to build trustworthiness in order to assist the industry in regaining public
trust has continued to make great progress this year. All
meetings have, of course, had to be virtual, and we have
all had to become used to working via Zoom or other
similar media. Although the in-person meeting is far
preferable for a whole host of reasons, virtual meetings
are certainly better than nothing. We all hope to return
to and continue with more normal methods of working
in the very near future. In response to the significant
issues arising for bank customers and staff as a result
of the pandemic, our Board decided to meet monthly
from March 2020 and met a total of 13 times over the

In July 2020, the Board agreed our Strategic Plan up to
March 2022, the end of our first 3-year term. As before,
this plan is based upon our findings from our staff and
public surveys identifying the issues that confront the
banking sector in regaining public trust. This plan is
flexible and will also be informed by the éist surveys of
bank staff and customers carried out in Spring of this
year. We have established a third pillar in addition to the
two existing ones of internal (staff) and external (public).
This third pillar addresses the role of the bank in the
community and society. We have had a very active year
involving many webinars, working groups and other
meetings all pursuing the aims of the work streams we
have established. These are well described in this report.
Among the matters dealt with were financial awareness
focussed on the impact of Covid-19 on consumers and
business notably customers in a vulnerable position and
the payment breaks initiated by our member banks. We
have continued with our focus on SMEs and the farming
community and their very particular issues arising from
the pandemic. There has been continuing review of the
Common Commitment of Care for Bereaved Customers.
The imminent SEAR arrangements have been considered in a roundtable with international representatives
and further such meetings will be arranged in order

to ensure that we contribute to this incoming regime
informed by expertise from around the world.
Over the course of the past year, we have continued to
engage with, and expand on, our contacts internationally whom have an interest in cultural change in banking.
I, and our CEO Marion Kelly participated in one of the
board meetings of the UK Financial Services Culture
Board whilst their Chair and CEO joined in one of our
board meetings during the year. We were delighted
to be invited by the Federal Reserve Bank of New
York to present to its Education and Industry Forum
on Financial Services Culture, which we did on two
separate occasions over the year. We also presented to
the Australian Regulator - APRA during the period.
In September 2020 we launched our DECiDE framework
for ethical decision making. This was the product of
extensive co-create sessions with a wide range of
experts. In September 2021 we launched our Guiding
Principles for Change agreed by our five member banks.
This will be a priority focus for us in the coming year
to ensure that where change is to occur in the banking
sector, all key stakeholders, in particular customers and
staff, are kept fully informed in a timely fashion. The
Community and Society report that we commissioned
during the year addresses the role of the bank in the
community and thus our third pillar. It outlines a path
forward in this area that I consider of immense importance for the future.
I hope that readers of this report will be able to find
in it an encouraging message of constructive change in
the culture of the banking sector in Ireland. Throughout
the year I have been greatly impressed by the genuine
commitment to changing culture that I have encountered

among all our stakeholders, including bank staff at every
level. Our éist survey of bank staff has shown much has
been achieved notably in Speaking Up. Creating an
environment where staff feel they can safely challenge
is one of our key objectives. The finding that 85% of
staff believe their colleagues act in an ethical manner
is well ahead of the industry norm globally and shows a
considerable degree of improvement from our previous
research. There remains much to be done but a great
deal has been achieved to date. Our éist public survey
highlights the continuing challenge for the industry in
regaining trust, but that is only to be expected. Internal
change has to occur and be seen to occur before we can
achieve significant levels of trust in the banking sector.
I look back on the year with considerable satisfaction.
In the face of the great difficulty that we, like all Irish
society, have had to face, we have kept our endeavour
moving positively forward. I look forward to next year
with enthusiasm and optimism.

John Hedigan
IBCB Chairman
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“Throughout the year I have
been greatly impressed by
the genuine commitment to
changing culture that I have
encountered among all our
stakeholders, including
bank staff at every level.”
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“We refined our strategic
priorities for the year to
ensure that these reflected
the impact of the pandemic
on bank customers and
staff from a behaviour and
culture perspective.”
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Marion Kelly

The IBCB entered our second full year of existence
in April 2020, just as the reality and the enormity of
the Covid-19 pandemic globally, and nationally, was
becoming apparent.
Given our purpose of working with our member banks
to build trustworthiness in order to assist the industry
in regaining public trust, it was clear that the manner
in which our member banks supported their customers,
particularly the vulnerable, through the Covid-19 crisis
would be a critical determinant of how they, and indeed
the IBCB, would be perceived into the future. As a
result, we refined our strategic priorities for the year to
ensure that these reflected the impact of the pandemic
on bank customers and staff from a behaviour and
culture perspective. Our Board also decided to increase
its frequency of meeting over the year, to review and
challenge the manner in which our member banks were
responding to the emerging issues for bank customers
and staff with a view to assessing whether these
responses were reflective of the behaviour and culture
expected of IBCB member banks.
We were pleased to see the proactive response of
our member banks to supporting their customers at
the outset of the pandemic through the prompt introduction of payment breaks. In total over 150,000
repayment breaks were granted, which was the result
of a huge effort by bank staff – both at the front line in
branches and in other functions – and an achievement
for which all involved can be justifiably proud.
A key role of the IBCB is to measure progress on
behaviour and cultural change in our member banks.
We conducted our first such research in 2018 with bank
customers and wider stakeholders as well as with bank

staff. In order to assess how issues identified in 2018
had evolved in the intervening period, we developed
our revised approach to assessment over the course
of 2020. We partnered with Edelman Intelligence and
Karian and Box in the development of these surveys
which were run in February and March 2021 under the
banner of ‘éist’. We selected the Irish word éist, which
means listen, because in our discussions with bank
customers and staff we frequently hear that people
want banks to listen to their views more and then act on
that feedback. Further details on the results of our 2021
surveys are set out later in this report and full details
can be found on our website.
We are very pleased that our survey of Bank Staff shows
strong progress has been made internally across all
IBCB member banks since our last assessment in 2018.
It is clear, however, from the results of our customer
focussed survey, that internal changes in culture have
yet to resonate externally with a significant majority of
bank customers and the public in general. Achieving this
is crucial for the future of the industry and for overall
pride levels of staff. Trust is the key currency of change
in the banking sector, and it must be earned by the
banks to be recognised by the public.
The IBCB knows that public perception will take time
to change, but the results of our staff survey show
that change is possible. Given recent announcements
regarding the composition and structure of the banking
industry, significant regulatory sanctions, and the
prevailing social and economic issues that society has
faced, it would be surprising if perceptions of banks had
improved materially. The truth is trust levels amongst
the public are not where they need to be. The IBCB is
determined to continue to facilitate cultural change in

the banking sector in Ireland, that sees these trust levels
improve.
The results of our surveys and the ensuing actions
to address them will shape the focus of our work
programme for the coming year and beyond.
A further key highlight of the past year was the development and launch of our DECiDE decision-making
framework in September 2020.
The business of banking is founded on trust and ethical
behaviour is a cornerstone of trust. The manner in which
decisions are made is a key barometer of an institution’s
ethical conduct. To gain trust, an institution’s internal
and external stakeholders must have confidence that
decisions, at all levels, are made in a fair and transparent
manner. DECiDE (described in more detail later in this
document) is designed to be a practical decision-making
framework aimed at staff at all levels in banks, from the
top down. The framework prompts staff to consider
a range of issues when making decisions such as the
impact of group dynamics, personal bias, the importance of diversity and inclusion, the need to consider
the potential risks associated with short-termism versus
more long-term and sustainability considerations etc.
The IBCB is now entering our third year of existence
and it will be a year marked by continued change for the
wider industry and the IBCB itself. Two of our member
banks have announced their intention to withdraw from
the market in the coming period, Covid-19 has accelerated the transition to digital banking by ever growing
numbers of customers with an associated impact on
branch networks, the economy is gradually reopening
but many business and personal customers will need

Foreword from IBCB CEO – Marion Kelly
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“…internal changes in
culture have yet to resonate
externally with a significant
majority of bank customers
and the public in general.”

The IBCB was established in response to the material
behavioural and cultural failings that contributed to the
Tracker Mortgage issue in Ireland. Over the past two
years the Central Bank (CBI) has completed its investigation of Tracker Mortgages in three IBCB member

Finally, I’d like to acknowledge the work of our small
core IBCB team over the past year. Despite the
pressures caused by the pandemic including remote
working, distance from overseas family, Zoom meetings
and home-schooling, they have each helped to deliver
on all of our objectives for the year and I thank them
for that.

“The business of banking
is founded on trust and
ethical behaviour is a
cornerstone of trust.”

Foreword from IBCB CEO – Marion Kelly

The IBCB recognises that from time to time there will
be commercial decisions taken by our member banks
which may result in both negative (and positive) impacts
on specific customer and/or staff cohorts. While it is
not the role of the IBCB to focus on the commercial
aspects of these decisions, we are of course concerned
with whether the decisions are fair and how they will
be implemented in the context of the behaviours the
IBCB promotes. In response to these ongoing changes,
the IBCB has developed a series of Guiding Principles (‘the Principles’) for our member banks to adhere
to, as relevant, where there are significant changes in
operating models and/or activities resulting in material
impacts on bank customers, and/or staff, and/or the
wider market. The Principles are composed of five
broad categories;‑ 1. Behaviour & Culture; 2. Corporate
Citizenship; 3. Communications; 4. Structured Listening
and Consultation and 5. Supports. These principles
will form a core part of our activity throughout the
remainder of 2021 and 2022 and will enable the IBCB
to play a strong role in ensuring that positive behaviour
and culture lies at the heart of strategic decision-making
in our member banks resulting in fair customer and staff
outcomes.

banks and imposed significant fines. It is anticipated
that the remaining two investigations will be completed
in the coming year. It is critical that there are real and
lasting lessons learned from these investigations. Our
activities focussed on building trustworthiness are
founded on this and post the completion of the CBI’s
investigations, we intend to publish our views on how
IBCB member banks have learned from the issues identified by the CBI.

Marion Kelly
IBCB CEO
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continued support from their banks. In addition, the
Government has published the heads of the Senior
Executive Accountability Regime (SEAR) legislation
and we have seen a number of material acquisitions by
member banks.

Contents

Overview of IBCB

Vision & Purpose
ALLIED IRISH
BANKS

KBC BANK
IRELAND

PERMANENT
TSB

ULSTER
BANK

The IBCB’s purpose is to work with our
member banks to build trustworthiness
in order to assist the industry in regaining
public trust. To do this, it is essential
that culture and behavioural change are
prioritised at the most senior levels in our
member banks, from Board level down.
We work with our member banks and
a wide range of other stakeholders to
achieve this with the aim of promoting
an environment where ethical behaviour
lies at the heart of banking; fair customer
outcomes are achieved; staff are
supported and reputation for competence
is rediscovered.
The IBCB is not a regulator, and is not an
industry body. Our remit is to work with all
stakeholders in the industry – the banks,
their customers, and wider Irish society to
improve bank culture and contribute to a
restoration of trust in the sector.
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The Irish Banking Culture Board (IBCB) was
established in 2019 and is fully funded by
the five retail banks currently operating in
Ireland (Allied Irish Banks, Bank of Ireland,
KBC Bank Ireland, Permanent TSB and
Ulster Bank).

BANK OF
IRELAND
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Work Programme
Introduction

In Spring of 2021 we commissioned two
further pieces of research to provide
us with an up-to-date view of banking
culture in Ireland – these surveys and
their findings will be discussed later in this
report.
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Our Work Programme over the past
year has focussed primarily on initiatives
and activities which were drawn from
topics raised through the two pieces of
research we commissioned prior to our
establishment in October 2018. The
findings of these surveys were the baseline
of what the perceptions were of banking
culture in Ireland at that time. In addition,
the activities in our work programme
have been shaped by the issues arising for
bank customers and staff as a result of the
Covid-19 pandemic.

Contents

Year One Activities

Customer
Financial
Awareness
Financial Awareness
for SMEs & Farmers
Customers in a
Vulnerable Position
Bereaved
Customers
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Customer
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Transparent and Respectful
Communications

Contents

Customer

Financial
Awareness

/ Supporting the Competition and Consumer Protection
Commission (CCPC) in their response to the National Council
for Curriculum and Assessment consultation on the Draft
Primary Curriculum Framework, highlighting the importance
of financial literacy as a life skill for young people;
/ Submitting a response to the SOLAS Adult Literacy,
Numeracy and Digital Literacy Strategy, highlighting the
importance of financial literacy for adults.

Customer

In light of the impact of Covid-19 on consumers and
businesses, our financial awareness activities in the
period focussed on activities and engagements to raise
awareness and support consumers, in particular in areas
such as payment breaks, and the range of alternative
options available following payment breaks and specific
initiatives to raise awareness for SMEs and Farmers.
Our activities also included initiatives for customers in
a vulnerable position and bereaved customers. Through
this work, we engaged with member banks, the Banking
and Payments Federation Ireland (BPFI) and organisations such as the Money Advice and Budgeting Service
(MABS) and the Society of St. Vincent De Paul.

During the course of the last year, we have also contributed to a number of consultations on aspects of financial
literacy, including:

14 | Work Programme

13 | Irish Banking Culture Board

Annual Report Financial Year 2020–2021

Financial awareness has been identified in IBCB
research as a concern for many consumers and business
owners. Improving financial awareness as early as
possible is a key enabler in preventing knowledge
gaps at future stages when key financial decisions are
being made. Stakeholder feedback has highlighted
the perception that technology changes, complexity
of modern financial processes, and a lack of access to
financial advice can adversely impact financial decisions
and financial outcomes for many customer cohorts.

Contents

Customer

/ Between October 2020 and January 2021, we hosted a series
of webinars aiming to helping SMEs and Farmers to improve
knowledge when making financial decisions and to improve
overall communication between both customers and banks.
These covered the following topics:

Financial Awareness
for SMEs & Farmers

Covid-19 has impacted all aspects of Irish society and
the economy and in particular, caused significant challenges for many SMEs. The IBCB consulted with key
SME stakeholders in the initial months of the crisis and
heard feedback that businesses found it difficult to
navigate the range of supports available and information required to support applications was not always
readily available. We raised these issues with our
member banks and welcomed the significant effort
made by them to put in place a range of support options
for customers, including payment breaks and ongoing
supports.

We ran a workshop in July 2020 with representatives
from our member banks, the Small Firms Association, the
Strategic Banking Corporation of Ireland, the Banking
and Payments Federation Ireland, and the Department
of Business Enterprise and Innovation to discuss the
challenges facing small business and to identify actions
to support businesses. Arising from this workshop, the
IBCB created our ‘Support, Share, Signpost’ initiative
which looks to raise financial awareness for SMEs and
Farmers through sharing and signposting relevant key
information. As part of this initiative we:
/ Published a Signposting Guide, providing links to key financial
supports in September 2020 (this guide has since been
updated).

all webinars are available on our website:

SMEs & Farmers

SBCI Credit
Guarantee Scheme

Microfinance and
Social Finance

Customer

Applying for a
loan from a bank

Lending for farming
businesses
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/Support /Share /Signpost

Contents

Customer

Customers in a
Vulnerable Position

/ Issues with physical and mental health and wellbeing,
including cognitive impairments, the diagnosis or onset of a
serious or life-altering illness
/ A disability, which requires additional or alternative supports
/ Personal financial difficulties, including arrears and mounting
debt
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/ Marginalised groups, who may find it difficult to access
financial services.

In our external engagement, and through our research,
we have heard from customers, stakeholders, and
members of the public that banks should demonstrate
more support for customers in a vulnerable position.
Our priorities in the past year have been focussed on
initiatives aimed at raising financial awareness for such
customers and undertaking more detailed research
projects. This research identified specific groups of
customers who may be in a vulnerable position and in
need of particular supports from their banks.
Through our work with member banks in the area
of bereavement, we became aware of the work of
Embrace Farm, a charitable organisation, who provides
support to farming families who experience loss or lifechanging injuries. The IBCB supported the publication of an important Embrace Farm supplement in the
Irish Farmers Journal in June 2020. IBCB articles in the
supplement focussed on raising awareness of the range
of services and supports provided by IBCB member
banks to farming customers in the event of a bereavement or life-changing injuries. The articles also covered
the importance of preparing financial affairs for individuals, and the supports available for farm businesses
in member banks. This supplement also included an

During 2020, we contributed to consultations related
to aspects of supports for customers in a vulnerable
position. In May 2020, we responded to the Law Reform
Commission’s Issues Paper on ‘A Regulatory Framework
for Adult Safeguarding’. The IBCB response focused on
financial abuse which impacts on bank customers, bank
staff, and institutions. The categories of financial abuse
raised in the issues paper include thefts and scams,
financial victimisation, coercion, signs of possible
financial exploitation, and money management difficulties. These are issues which are also of concern
to the banking industry, and all IBCB member banks
have existing services in place to protect and support
customers who may experience financial abuse.
We continue to liaise closely with Safeguarding Ireland,
through our role on the National Safeguarding Advisory
Committee and State Payments Group. We have also
engaged with MABS, the Society of St. Vincent De Paul,
the Open Doors Initiative, and the European Consumer
Debt Network.

Customer

/ A change in personal circumstances; bereavement, divorce or
separation, the breakdown of family relationships or supports

opinion piece by Martin Stapleton, IBCB Board Member
and Treasurer of the Irish Farmers’ Association (IFA) on
the importance of banks treating all customers fairly
and equitably, especially those who are in a vulnerable
position.
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Financial vulnerability can occur at any time, it can be
transient or permanent and many bank customers can
find themselves in a vulnerable position for a range of
reasons:

Contents

Customer

Bereaved
Customers

Customer

We continue to work with key stakeholders and
customer advocates in this space, including the Irish
Hospice Foundation and the Coroner’s Court. The
Dublin District Coroner’s Court has published the
Common Commitment of Care on their new website,
making the information easily available for those most
in need of assistance. We continue to liaise with the
Coroner’s Court in relation to additional paperwork
which may be placed on a statutory footing and streamline the process for customers further.
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In 2019 we launched the Common Commitment of
Care with Member Banks, which provides for improved
services for customers (and their families) who have
experienced a bereavement. Following one full year in
operation, we undertook an assessment of the impact
of the Common Commitment of Care. The assessment
included consulting with important stakeholders such as
MABS, The Irish Hospice Foundation and the Coroner’s
Court, and qualitative feedback received indicates that
the Common Commitment of Care has made a positive
difference in the period.
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Customer

Customer

Stakeholders have highlighted to us that there is a need
for the sector to communicate with all customers –
both profitable and less so, (particularly for customers
in arrears or who may be in a vulnerable position), with
greater respect and transparency. This is an ongoing
area of focus for the IBCB and during this last year,
our member banks came together to consider how to
address this need. Member banks are working with the
IBCB to specifically look at how they communicate with
customers in letters, looking to enhance customer letters
to make them more personal, to ensure they are written
in plain English and to explain necessary technical terms.
Our member banks are working through their plans
internally to determine how they can implement these
changes. These changes can be applied to new letters
without many difficulties. It is more complex to update
pre-existing letters or templates, as many of these are
generated by a number of IT systems at a particular
point in a customer’s journey. This requires updates
to impacted IT systems, which will take some time to
address. We will be monitoring progress in this regard
on an ongoing basis and will continue to work with our
member banks and stakeholders to identify other initiatives to improve communications with customers.
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Transparent and Respectful
Communications

Contents

Citizenship
& Society
A key finding in our original 2019 Public and Stakeholder Consultation Report was a sense from respondents that banks have a critical role to play in supporting
communities and society as a whole and that the sector
did not always fulfil this role well. This was particularly
felt in rural Ireland and by customers who may be in a
vulnerable position.

The research project aimed to gather the views of bank
branch staff and customers based in rural communities,
key stakeholders and advocacy groups representing
those in rural/ farming communities, those living with
disabilities, SMEs, those in vulnerable positions and
marginalised groups, through qualitative interviews,
focus groups and some limited desk research.

IBCB member banks recognise their unique role in
society and each of our five member banks has established programmes focussing on how best to play this
role and contribute to local communities and wider
society in which they operate. Given the importance of
this issue to the IBCB’s purpose, we established Citizenship and Society as our 3rd core pillar of activity during
the year under review.

The research was conducted between June and
September 2020 and as a result the impact of the
Covid-19 pandemic on individuals, businesses and
communities is very evident in the findings. Several of
the findings are similar to those themes identified in the
IBCB 2019 Public and Stakeholder Consultation report.

/ Customers living with a disability: specifically, those with
cognitive difficulties in the first phase of the project, with the
aim of improving awareness and accessibility.
/ Customers for whom English is not their first language,
whereby it can be difficult to ascertain customers’ awareness
of financial products, particularly when making major
financial decisions.

Citizenship & Society

/ Access to the basic bank account. This is seen as an enabler
for those in financial difficulty as well as marginalised groups
who may experience financial exclusion.
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In mid-2020 we commissioned independent research
through Gibney Communications to better understand the views and banking needs of specific cohorts
in society, to inform our next steps in contributing to
delivering positive banking change for communities and
societies in Ireland.

The IBCB working group met to review the findings and
identify priority actions in January 2021. The agreed
key areas of focus for 2021 are:

Contents

Staff
Our activities on this pillar in the
past year have focused on the
key cultural area of ethics and
behaviour.

Ethics - DECiDE
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Staff

25 | Irish Banking Culture Board

26 | Work Programme

Ethics - Artificial Intelligence (AI)
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Staff

Ethics - DECiDE

Positive cultural change is founded on ethical behaviour.
Demonstrating ethical decision-making consistently is
challenging and is not unique to the banking industry.
Feedback from staff in our member banks and other
stakeholders including customers, highlighted the
challenges involved in linking an organisation’s stated
ethical values and behavioural requirements with the
day to day decisions which staff across banks make on
an ongoing basis.

Introducing the IBCB Launch of DECiDE
Ethical Decision Making Framework
Dr. Martin McAleese, IBCB Board Patron

Over the summer months of 2020, the IBCB held a
series of ‘co-create’ sessions attended by 120 staff from
our member banks, the IBCB Board and Working Group
members, IOB (Institute of Banking), the Financial
Services and Pensions Ombudsman and journalists,
with the goal of developing a practical ethical decision-making framework based on a series of hypothetical ethical dilemmas. The purpose of those sessions
was to obtain feedback, views and input on how ethics
and decision making can be improved, what aids would
work well and those that do not. Regardless of the type
of dilemma used to prompt discussion – common ‘steps’
emerged.

Staff

Marion Kelly, IBCB CEO
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Prompted by this feedback the IBCB decided to develop
a practical decision-making framework aimed at staff at
all levels in banks, from the top down.

Ethics

Discover

Required
Information/
Facts

Who
needs to be
involved?

Evaluate

Alternative
Actions

CONSIDER
Stakeholders

in the co-create sessions e.g., the Financial Service and
Pensions Ombudsman and IOB.

The DECiDE decision-making framework is available in
the Work Programme section of our website, under the
Ethics and Behaviour tab.

Follow-Up
Lessons Learned

SUPPORTS - what supports do you have access to?

The
framework is composed of the following
key elements:
D - Discover: understand the facts;

NOTE: Clearly many decisions are time critical and it
may not always be possible to go fully through all the
, however you should look to use it
steps set out in
as much as possible.

EC – Ethical Considerations: take the time to consider
the alternatives, different perspectives, the implications
for the range of stakeholders involved and the likely
impacts and consequences;

The framework prompts staff to consider a range of
issues such as the impact of Group dynamics, personal
bias, the importance of diversity & inclusion, the need
to consider the potential risks associated with short-termism vs more long-term and sustainability considerations etc.

I – You: ask yourself the questions: How do I impact
the decision? What are my personal biases or
influencers likely to impact my decision? These are often
unconscious or below the line factors that we must make
a conscious effort to consider;

The final Framework was launched by the IBCB at a
virtual event on 29th September 2020 and included
an opening address from the IBCB Patron, Dr. Martin
McAleese, an interactive session with Prof. Frank
Flynn, the Paul E. Holden Professor of Organisational
Behaviour at the Stanford Graduate School of Business,
California and a panel discussion led by Prof. Blanaid
Clarke. The launch event was attended by member
bank staff, IBCB Board members; and a small number of
attendees from external organisations who participated

D – Decision: make the decision and communicate
it clearly;
E- Evaluate: post the decision, take the time to reflect
on it and identify any lessons learned.

• is not about always making the correct decision!
(with hindsight it may be shown not to have been
correct/optimum in the eyes of all stakeholders), but;
• it should assist with making decisions which are
ethical (fair, transparent, balanced etc.) which you
as an individual can stand over;
• it should act as a prompt to consider different
perspectives/consult as relevant;
• it should point towards sources that may assist you.

Staff

Although broader embedding is still required, early
indications from the results of our recent Staff Survey
shows that DECiDE has made a positive impact, where
staff are aware of and have used the framework. The
IBCB will continue to work with our member Banks
throughout the reminder of 2021 to further enhance
the use of DECiDE and other internal decision-making
supports.

Impacts and
Consequences

Decision
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DECiDE is intended is to assist with the decision-making
process by prompting staff to consider various elements
which will enable them as the decision-maker to be able
to stand over the decision they took at a point in time,
even if it transpires in due course that the decision
was not optimum. Like all businesses, bank staff are
frequently required to make commercial decisions which
will not always be popular, the challenge is to ensure
that these decisions are taken fairly and transparently,
with appropriate consideration of their impacts.

Decision

i

What is the
Dilemma/ Issue/
Situation?

Francis Flynn, Paul E.
Holden Professor of
Organisational Behavior,
Stanford Graduate
School of Business

Founded on established academics – with input from
IBCB Deputy Chair Professor Blanaid Clarke and IOB,
the purpose of DECiDE is to act as a practical guide
and tool for bank staff, regardless of level, when making
difficult decisions.

Ethical Considerations

Self-Reflection

Contents

Staff
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Staff

Ethics - Artificial
Intelligence (AI)

AI is being increasingly used throughout numerous
industries, with banking being no exception. The
challenge for all industries and in particular for banking,
is that the use of AI in making credit and other decisioning for customers (or staff), is that this is done in a
transparent manner resulting in fair outcomes.

Annual Report Financial Year 2020–2021

Staff

31 | Irish Banking Culture Board

32 | Work Programme

The IBCB began focussing on this topic in 2021 as part
of our work on ethics. We intend to run a dedicated
roundtable on the topic in late 2021 and to develop
some good practice principles for the use of AI in
banking.
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2021 éist Surveys
& Launch
éist Staff
Survey

A core part of the IBCB’s work is to assess and measure
progress on behaviour and cultural change across the
Irish banking sector.
In February and March 2021 we conducted two independent, bespoke surveys of bank staff and customers
in relation to the culture they experience in their banks
under the banner ‘éist’. Éist is an Irish language word
which means listen, and the results of the surveys are
an opportunity for both the IBCB and member banks to
listen to and act on the feedback in both the bank staff
and customer surveys in order to improve culture.
The éist surveys are both a benchmark against our
previous research conducted in 2018 allowing us to
see where the industry has made progress and where
it must improve and a framework that will inform our
ongoing work programme.

éist Public Trust in
Banking Survey

Only cultural change that comes from within can be
authentic and sustainable. We are pleased our Bank
Staff survey results show progress being made internally across all IBCB member banks since 2018. It
is clear, however, from results of our Public Trust in
Banking survey, that internal changes in culture have
yet to resonate externally with a significant majority of
bank customers and the public in general. Achieving this
is crucial for the future of the industry and for overall
pride levels of staff. Trust is the key currency of change
in the banking sector, and it must be earned by the
banks to be recognised by the public.
We published the results of both surveys at an event
on the 17 May 2021. More detail on the results of each
survey is set out below and on our website.

The full recording of our launch event
can be found on our website:

News, Publications and Events
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Éist is the name carefully chosen
for the staff and public sentiment
surveys commissioned by the
IBCB this year. It means ‘listen’ in
the Irish language. We will listen to
and learn from what staff and the
public tell us concerning current
culture in the Irish banking sector.

“I would like to recognise the important
role of the Irish Banking Culture Board
in seeking to rebuild trust in the banking
sector through its work and various
initiatives. This event today to mark
the publication of their two surveys is
one of those important initiatives. The
reports show that while cultural change
is occurring in the banking system that
more needs to be done. While there is
broad agreement that trust needs to be
rebuilt where our banks and financial
institutions are concerned, there also
needs to be recognition when and where
change occurs and an acknowledgment
of progress when it is being made across
the banking and financial system in
Ireland now and in the period ahead..”

Minister for Finance, Paschal
Donohoe, TD, Keynote
speaker at the éist survey
launch event in May 2021
36 | 2021 éist surveys
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2021 éist Surveys & Launch

Feel that their bank’s
commitment to
speak-up culture has
strengthened

Fig 1. 58% of people feel their
banks commitment to Speak up
culture has strengthened

Fig 2. 85% say that people in their
organisation do business ethically

Fig 3. Only 57% are proud to
work for their organisation

58%

Fig 4. 53% have felt under constant
strain in the past 6 months

Fig. 2
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In October 2018, the Establishment Office of the
IBCB commissioned the UK Banking Standards Board
to conduct the first culture survey of Irish bank staff.
The survey focused on exploring bank staff’s views on a
range of issues which lie at the heart of banking culture.
The findings of that survey helped inform elements of
the IBCB’s work programme, including staff events on
Speaking Up, Staff Pressures and Resilience, and Ethics.
In 2021, the IBCB commissioned Karian and Box to
design and conduct the second staff culture survey,
now re-branded as the éist industry staff survey. The
survey was conducted during the Spring of 2021 a
period characterised by immense pressures for many
bank customers, staff and the wider economy due to the
ongoing Covid-19 pandemic. In addition, there were a
number of material announcements from IBCB member
banks during this period which will result in changes to
organisational structures and the wider banking market
in Ireland.
These announcements will have both direct and indirect
consequences for many customers and staff and wider
stakeholders. These results are therefore very timely
and give real insight into culture in a crisis – which is its
real test.
The Karian and Box methodology assesses core
behavioural traits: Psychological safety; Risk based
decision making; Accountability; Diversity of thinking,
and a number of critical cultural drivers: Performance
management; Aligned processes; Strategic direction;
Tone from the top/Leadership behaviours. The survey
also included a focus on protecting and promoting the
best interests of customers; and Integrity & Ethics.
10,648 staff participated in the survey, which is almost
50% of all staff across our member banks. We are very
pleased that the results show real progress on cultural
change has been made across all IBCB member banks
in the period since 2018 – a strong emphasis on the

customer is evident across all 5 banks and there has
been a material improvement in staff’s confidence levels
in Speaking Up – which is core to an effective culture.
/ Staff across the sector reported material improvements in
how their organisation does business – of particular note
is that 85% of staff consider that in their bank, people do
business in an ethical manner – this is well ahead of the global
FS benchmark – by a full 9 percentage points;
/ Related to this is a 10-point improvement since 2018 in staff’s
perception of the alignment between their bank’s stated
values and how it does business – or in other words what is
said and what is done;
/ 3 in 5 bank staff (58%) feel that their organisation’s commitment to building a speak-up culture has strengthened and
importantly there has been a 10-point increase to 69% of
those who had a concern and felt comfortable to raise it in
the period;
/ A further very positive finding for the Irish sector is that
75% of staff report that people who make a mistake are
treated fairly – this is a key indicator of culture – reflective
of ‘organisational justice’ and is 3 points ahead of the global
benchmark;
/ Overall, two thirds of bank staff are positive about the
day-to-day culture in their organisation – in particular,
emphasising a strong customer focus and risk awareness
across the sector. However, while this score has improved
since 2018, it remains below the global FS benchmark (by 12
points) pointing to continued room for improvement.

Specific areas where the Irish sector scores lower than
the FS benchmark relate primarily to the more operational aspects of internal bank culture – staff have cited
bureaucracy, inefficient processes and procedures as
areas that need to be addressed. The survey results
point to a need for senior leaders to do more to really
role-model the right behaviours – particularly as regards
ways of working such as the need to manage workload,
long hours and the right to disconnect.

Say that
people in their
85% organisation
do business
ethically

The survey also looked to assess overall wellbeing and
causes of strain for staff, particularly relevant in the
context of some of the pressures on staff as a result
of the pandemic, including remote working, home
schooling, financial and health stresses. 53% of bank
staff reported that, in the past 6 months, they have felt
under constant strain at work – concerningly this is 10
points above the global norm and a vital area to address.
Of particular note, 57% of bank staff have stated that
they are proud to tell others where they work – this
is 16 points behind the global benchmark and clearly
of real concern. It is imperative that this be examined
further and addressed as the banking industry needs
to attract and retain staff who have a strong sense of
pride, both in the industry and their employer, for it to
flourish into the future.

Fig. 3

Only

57%
are proud to
work for their
organisation

The results of the Bank Staff survey will shape the
areas of focus in our work programme in 2021/22 and
beyond. We intend conducting this survey on two year
intervals.

Fig. 4

The full recording of our launch event
can be found on our website:

53%
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Have felt under
constant strain in
the past 6 months
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Public trust in
the Irish banking
sector is low

Fig. 1 One interesting insight points to
trust levels increasing when comparing
‘the banks’ (-28) in other words, views

GEN
POP

of the overall industry, versus views of
‘my bank’ (-10) and ‘my branch’ (-5).

Fig. 2 Within the SME population, micro enterprises are less

Irish banking industry

-28

IBCB member banks

-10

Local bank branch

-5

trusting and emphasise their need
for more direct accessibility and
engagement with their banks.

Fig. 3 Ability and Integrity are the
main drivers of trust with the general
population. IBCB members perform
best generally in Ability measures
but score lower on perceptions of
critical Integrity behaviours.

Fig. 2

In 2021, the IBCB commissioned our first ever survey
of Public Trust in Banking. Following a tender process,
we selected Edelman Data and Intelligence to design
and conduct the survey using their globally recognised
methodology for assessing trust – the Edelman Trust
Management Diagnostic. Through application of the
Edelman methodology, we can benchmark the findings
for Irish banking with comparative international data.
This allows us to gauge how the Irish industry compares
globally on key aspects of culture and behaviour and
overall trust. Our previous Public and Stakeholder
Consultation report in 2019 was a qualitative report,
which gave us insight into areas of concern from
members of the public and stakeholders. Our éist
Public Trust in Banking Survey provides us with quantitative information, with a repeatable methodology to
allow us to measure and monitor public trust in banking
over time.
As with the Staff survey, this survey was conducted
during the Spring of 2021 a period characterised by
immense pressures for many bank customers, staff
and the wider economy due to the ongoing Covid-19
pandemic. In addition, there were a number of material
announcements from IBCB member banks during this
period which will result in changes to organisational
structures and the wider banking market in Ireland.
The survey took the form of an online questionnaire, with
1,007 members of the general population of Ireland and
over 251 Irish SME business decision-makers or owners,
with a particular focus on micro businesses (defined as
having an annual turnover of up to €2,000,000). The
Edelman Net Trust Score (ENTS) provides a singular,
numerical score of the sector or organisation’s trust
level and where it’s heading, broken down into high,
neutral, and low trust. ENTS is calculated by high trust
minus low trust. The ENTS score is measured using four
key trust dimensions; Ability, Dependability, Integrity,
and Purpose.

The survey shows that trust levels in Irish banking
remain low and are significantly behind the global
benchmark. The Irish industry scores a composite
score of -28 which compares with +16 for the global
benchmark. An interesting insight points to trust levels
increasing when comparing ‘the banks’ (-28) in other
words, views of the overall industry, versus views of ‘my
bank’ (-10) and ‘my branch’ (-5). This points to the impact
of continued entrenched views about the overall sector
that are difficult to change, but much better trust levels
in the individual bank that the customer does business
with, and trust levels being greater again where there
is a local dimension and interaction. The results show
that many of the concerns we heard in our 2019 Public
and Stakeholder Consultation report remain areas of
concern for customers today.

An area of disappointment was that despite the supports
put in place by the industry during the pandemic via
payment breaks, additional supports for customers
in vulnerable positions and schemes such as the SBCI
Covid-19 Credit Guarantee Scheme, which involved
significant effort from staff at all levels, in particular in
front line branches, this has not resulted in an overall
improvement in trust levels. The results show a small
minority (higher in SMEs) who report that their trust
levels in banks have increased during the pandemic and
point to an opportunity for the sector to build on this
via continued supports for customers through the next
phase of dealing with the aftermath of the pandemic
on the economy. Overall, it is clear that there remains
significant levels of mistrust with much of the public and
changing this perception is very difficult.

/ There are clear differences in levels of trust in banks across
age groups, with the younger demographic (18-24) expressing
greater levels of trust than older age groups;

The survey breaks down perceptions of trust in IBCB
member banks using the four trust dimensions. Again,
we see variances between age groups, between
members of the general population and SMEs.

/ Trust levels are lower for those living in rural areas compared
with urban areas;
/ SMEs report higher levels of trust in banks than the general
population, albeit still low from an international perspective;
/ Within the SME population, micro enterprises are less
trusting and emphasise their need for more direct accessibility and engagement with their banks.
/ Customers are concerned about the reduced ‘human
interface’ of banks and how this impacts their day-to-day
relationship with their bank, particularly in rural Ireland.
There remain significant concerns from a number of customer
groups regarding integrity and how the industry supports
customers in a vulnerable position and smaller businesses.
/ Positives include sentiment relating to the quality of service
and products, the competence of staff and sentiment
towards branches, which offer real opportunity for the
industry to build on, to help the journey towards rebuilding
trust and leverage the positive developments as indicated by
the findings of the staff survey.

/ Ability and Integrity are the main drivers of trust with the
general population. IBCB members perform best generally in
Ability measures but score lower on perceptions of critical
Integrity behaviours;

Micro enterprises have
lower trust than Small
/ Medium businesses

-13

Micro

-21

Small / Medium

0

Fig. 3

Dependability
“Keeps their promises”

16%

Purpose

16%

35%

“Has a positive
impact on society”

Ability
“Is good at
what it does”

33%

The full recording of our launch event
can be found on our website:

SMEs

SMEs

/ For SMEs, Ability and Dependability are the main drivers of
trust. Looking at these scores from the perspective of SMEs,
IBCB member banks perform better on measures of Ability
but score lower on Dependability & Accountability.

The results of the Public Trust in Banking Survey will
shape the areas of focus in our work programme in
2021/22 and beyond. We intend conducting this survey
on an annual basis.

IRISH BANKING
INDUSTRY

Integrity
“Is honest”

News, Publications and Events
EDELMAN NET TRUST SCORE:
ENTS = (HIGH TRUST – LOW TRUST)
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éist Public Trust in
Banking Survey
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Work Programme

SEAR

SEAR
Working Group

Look to the Future

Speaking Up
(& being heard)

éist Public Trust
in Banking Survey

These changes have prompted discussions on the future of banking
in Ireland. This is an important debate and the IBCB looks forward to
contributing to this via the lens of positive behavioural and cultural
change.

Customer

Staﬀ

Staﬀ Pressures
(including Pride)

Financial
Awareness

Transparent and
Respectful
Communications

Ethics &
Behaviours

Citizenship
& Society

Community
& Society

2021/2022 will also likely see the conclusion of the CBI’s Tracker
mortgage investigations. The IBCB was established as a result of the poor
culture which was found to have materially contributed to this issue and
we intend to consider what lessons have been learned by our member
banks as a result of their culture and behaviour programmes and our own
initiatives.
In order to assess whether these industry and/or institutional changes
within our member banks are being managed in a manner that is aligned
with the IBCB’s founding principles of fairness and transparency, we have
developed a series of Guiding Principles for our member banks to be
adhered to, as relevant, where there are significant changes in operating
models and/or activities resulting in material impacts on bank customers,
and/or staff, and/or the wider market. These Principles were launched in
September 2021 and will be a priority area of focus for us in the coming
year.
Our strategic priorities and work programme for the year ahead have
evolved to include some of these areas and to address feedback received
in our éist surveys. Our website will be updated on a regular basis to
reflect our ongoing priorities.

The Senior Executive Accountability Regime (SEAR)
Individual accountability is a cornerstone of positive
behaviour and culture. The IBCB and each of our
member banks are strong advocates for the introduction of an effective accountability regime in Ireland,
similar to that in operation in other jurisdictions. We
were pleased to see the publication of the heads of bill
for the SEAR (Senior Executive Accountability Regime)
legislation in summer 2021. We have established a SEAR

working group which first met in May 2021 to discuss
the forthcoming legislation and lessons which could
be learned from the experience of other countries, in
particular that of the UK and Australia. We look forward
to contributing to the debate on the introduction of
SEAR in Ireland and this will be a priority area of focus
for us in 2021/22.
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Whilst the IBCB’s primary purpose is to work with our member banks to
build trustworthiness in order to assist the industry in regaining public
trust, at the same time, the banking landscape in Ireland is currently
changing significantly. Consolidation in the sector will result in fewer
banks operating in the sector, with both Ulster Bank and KBC Ireland
signalling their intention to exit their operations in Ireland. The entrance
of fintech and other service providers into banking services in Ireland is
also changing the competitive landscape. Increased digitalisation and use
of technology and artificial intelligence has provided new and convenient channels for many customers to access banking services. Fewer
customers are using bank branches, which has resulted in some branch
closures. This increased use of digital channels and reduced branch footprints is challenging for some customers, who may wish or need to access
services in person. This potentially creates a risk of financial exclusion
for some, and some customers will need additional support to access
banking services. The introduction of individual accountability legislation through the Senior Executive Accountability Regime (SEAR) will
result in more focus on the responsibilities and accountabilities of those
working in banks.
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all articles are available on our website:
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IOB Regulatory Insight
Sessions: The Irish Banking
Culture Board 2021 surveys
of Bank Culture and Public
Trust in Banking- Interview
with IBCB CEO Marion Kelly

Selected Speaking
Engagements
Marion Kelly, Chief Executive was delighted to be
invited to speak at the below events over the year:
/ IOB Level 9 Leading Cultural Change and Ethical Behaviour
in Financial Services students - IBCB & Ethics (October 2020)

/ King’s Inn Regulation and Culture Panel (December 2020)

The IBCB continues to work closely with our education
partners in IOB.
We have participated in the development of the
‘Women in Finance Charter’ through Financial Services
Ireland and are proud to be a supporting organisation in
this upcoming initiative.
The IBCB is a member of Safeguarding Ireland’s National
Safeguarding Advisory Committee and Payments
Group.

The IBCB collaborated with the European Consumer
Debt Network (ECDN) with the aim of sharing information and practices to support those in financial difficulty.
Over the past year two senior members of our team
have completed Common Purpose training. Common
Purpose Ireland is a global social enterprise that
develops, upskills and connects people from a range
of geographies, generations, sectors, specializations,
backgrounds and beliefs to help them become more
effective leaders.

/ New York Fed Education and Industry Forum on Financial
Services Culture (EIF) (February 2021)

Publications:
Deputy IBCB Chair, Professor Blanaid Clarke authored a
chapter in a book entitled: Pandemic Crisis and Financial
Stability. The chapter is called ‘Cultural reforms in Irish
banks. Walking the walk during the Covid-19 pandemic’
and an excerpt for it and a link to it can be found on our
website under News, Publications and events.

Excerpt: ‘Cultural Reforms in Irish Banks’

The IBCB were pleased to be included again in this
year’s ‘The Starling Compendium: Culture & Conduct
Risk in the Banking Sector’ (May 2021).

The Starling Compendium

/ IOB Regulatory Insight Sessions: The Irish Banking Culture
Board 2021 surveys of Bank Culture and Public Trust in
Banking - Interview with IBCB CEO Marion Kelly (June 2021)
/ Institute of Public Administration-Governance Forum Culture and the Role of the Board and Senior Team (April
2021)

LiFT

The IBCB was delighted to become an official partner of
LiFT during the year.
What is LiFT? Lift stands for ‘Leading Ireland’s Future
Together’. LiFT’s eight-part learning programme is being
rolled out nationwide via a volunteer facilitator network
with an overall goal of reaching 10% of the population
within ten years. The IBCB, as well as a number of our
member banks are LiFT Partner organisations.
The IBCB core team undertook the LiFT training
programme during the year and are now qualified LiFT
facilitators.
A number of our member banks are also LiFT partners.

LiFT Website

48 | Publications, Speaking Engagements and Partnerships

47 | Irish Banking Culture Board

Annual Report Financial Year 2020–2021

/ Simmons and Simmons- Defining Purpose (October 2020)

Partnerships:

Contents

Governance
The IBCB Board is comprised of fourteen Directors
in total, with the majority being non-bank. In addition
to the Chair and CEO, there are seven non-bank
Directors drawn from across Irish society. Three
Directors represent the interests of Consumers, two
others represent other bank customers – most notably
SMEs and Farmers. There is a Director drawn from the
Financial Services Union, acting as a voice for staff and
a Director who is a leading academic with expertise in
corporate governance and culture. In addition to these
seven Directors, each of the founding member banks of
the IBCB are represented on the Board by Senior Executives from each respective institution, all of whom
report to the CEO. This senior representation ensures
that the IBCB has direct access at the highest level in
our member banks. The diverse representation on the
Board ensures diversity of thought and perspective.
During the reporting period, there were some changes
to the Directors on our Board. Gareth Murphy, who had
held the position of interim General Secretary with the
Financial Services Union (FSU), stepped down from the
IBCB Board upon the appointment of the permanent
FSU General Secretary, John O’Connell. John O’Connell
was appointed to the IBCB Board in July 2020. In
addition, upon his retirement from Bank of Ireland,
Vincent Mulvey (former Bank of Ireland Chief Risk
Officer) stepped down from the IBCB Board and was
replaced by his colleague Myles O’Grady (current Bank
of Ireland Chief Financial Officer) in April 2021. Both
Gareth and Vincent were Directors on the Board since
the inception of the IBCB. The Chairman and fellow
Directors on the Board would like to formally thank
them for their contributions to the Board and various
working groups established by the IBCB which they
were involved in. Full details for all Directors are set out
from page 51.

Throughout 2020, primarily in response to the prevailing
Covid-19 pandemic, the Board held an increased number
of Board meetings, both scheduled and out of course,
up from 6 scheduled meetings to 13 meetings in total.
Following the conclusion of the Board’s first full year
in operation, an independent effectiveness evaluation
was conducted to assess Board cohesion, clarity and
overall performance. The evaluation was performed by
external consultants, Change Associates and included a
range of assessment measures, such as self-assessment
surveys and 1:1 meetings with the evaluator.
The Board has dedicated time throughout the year to
dealing with and addressing the findings arising from
the evaluation.
Topical updates and relevant Company Law matters are
covered by the Board’s Company Secretary. Given the
diverse nature of the Board, with some members drawn
from the banking industry, and the majority coming
from outside, education on relevant topics relating to
the overall banking sector is an ongoing area of focus.
Over the last year, speakers at our Board meetings have
included Credit Review, Competition Law Guidance
from A&L Goodbody, Insolvency Service of Ireland and
the Central Bank of Ireland. Going forward, in addition
to training, the Board intend to invite other stakeholder
representatives to speak at Board meetings, to ensure
a wide range of views on the sector are sought and
listened to.

In line with good Corporate Governance practice, the
Board are supported in the execution of their duties
by a Board Audit Committee and a Remuneration
Committee.
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JOIN DATE MAY 2019

Marion Kelly  
JOIN DATE MAY 2019

Angela Black  
JOIN DATE MAY 2019

Professor Blanaid Clarke  
JOIN DATE MAY 2019

Chairman of the Irish Banking Culture Board
(IBCB), member of the Remuneration Committee

CEO of Irish Banking Culture Board (IBCB)

Former Chief Executive, Citizens Information Board

BCL, MBS (Banking & Finance), BL, PhD, FTCD
Deputy Chair of IBCB and Chair of Audit Committee

John Hedigan was born in Dublin. He attended
Belvedere College, Trinity College Dublin and
Kings Inns. In Trinity, with other students, he
re-founded the college branch of Amnesty
International. He sat on the National Executive
of Amnesty chaired then by Sean McBride SC
and in company with Mary Robinson. In the
later 1970s he was National Coordinator of
Amnesty’s Campaign against Torture.

Marion was appointed as CEO of the Irish
Backing Culture Board (IBCB) in March 2020,
having previously been Acting CEO since
April 2019. Marion initially joined the IBCB
in August 2018 on secondment from Bank of
Ireland (BOI) as Programme Director leading
the establishment of the IBCB.

Angela Black, who was Chief Executive of
Citizens Information Board from 2014 to
2021, now retired, has been involved in the
provision of information, money advice and
advocacy through citizensinformation.ie, and
funding a network, including CIS and MABS,
across more than 200 locations in Ireland.

Blanaid holds the McCann FitzGerald Chair
in Corporate Law at Trinity College Dublin.
Her research interests include corporate
law, ethics, corporate governance, financial
services law and takeover law and she has
published extensively in these areas.

Marion joined BOI in 2006 and held a range
of senior leadership roles across BOI in Regulatory Compliance, Operational Risk, Internal
Audit and Recovery & Resolution planning.

Over her career, she has been engaged in
customer service through her roles in public
libraries, library administration and consumer
financial services in the Department of
Finance and European Commission. She represented Ireland’s EU negotiations on e-money,
consumer credit, insurance and financial
markets legal instruments. Her librarianship,
ICT and banking risk qualifications have been
put into practice in several senior public service
roles. This included European Commission
work in Brussels from 2007-2011 on distance
marketing, bank fees, switching, quality of
investment advice and credit/APRC issues. She
also chaired European Parliament negotiations,
reaching agreement on the Mortgage Credit
Directive during Ireland’s last EU Presidency.

John was called to the bar in 1976 and had
a wide-ranging practice as a barrister. He
became a Senior Counsel in 1990. In 1998 he
was elected a Judge of the European Court
of Human Rights. He served on that court
until 2007 when he was appointed a Judge of
The High Court and returned to Ireland. On
the High Court he worked in Judicial Review,
presided over the jury list and finally worked
on the Commercial Court. In 2016 he was
appointed to The Court of Appeal where he
sat on both the civil and the criminal side. He
retired from the bench in October 2018 having
reached the compulsory retirement age. Mr.
Justice Hedigan is an honorary bencher of
Kings Inns, is Judge in residence in DCU and is
a member of the Judicial Council of the International Association of Law Schools. He is Chair
of the National Archives Advisory Council. He
was appointed as Chair of The Irish Banking
Culture Board in January 2019.

Prior to joining BOI, Marion worked with
PwC Dublin for 7 years within the FS Regulatory advisory practice, and prior to that
spent 4 years working in Brussels with both
the European Savings Banks Group and the
European Commission.
Marion qualified as a Certified Bank Director
with IOB in 2018, she holds a Masters in
European Economic and Public Affairs and a
BA in Economics and German both from UCD.
Marion completed the IOB Professional
Diploma in Leading Cultural Change and Ethical
Behaviour in Financial Services in February
2020 and a Diploma in Leading Sustainable
Corporations with the Oxford Said Business
School in July 2021.

Blanaid is the Irish representative on the OECD
Corporate Governance Committee. She is a
member of ESMA’s Takeover Bids Network.
She also serves as a Vice President of the
Academic Board of the European Banking
Institute in Frankfurt. Blanaid works with the
Irish Takeover Panel and was a member of the
Irish Central Bank Commission (2010-2018).
Previously, she was also a member of ESMA’s
Securities and Markets Stakeholder Group
( (2018-2020), the European Commission’s
Informal Expert Group on Company Law (20142018) and Reflection Group on the Future of
EU Company Law (2010-2011).
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JOIN DATE MAY 2019

Padraic Kissane  
JOIN DATE MAY 2019

Ger Mitchell  
JOIN DATE MAY 2019

Lavinia Morris  
JOIN DATE SEPTEMBER 2019

CEO, Ulster Bank

Padraic Kissane Financial Services  

CHRO and Director of Corporate Development
Permanent TSB, Chair of Remuneration Committee

Chief Operations Officer, KBC Bank Ireland

Jane joined Ulster Bank Ireland DAC as CEO on 3rd
September 2018. In addition to her role as CEO, Jane
is a founding member of the Irish Banking Culture
Board and former President of IOB for 2020.

Padraic has over 30 years’ experience in the
Financial Services Industry with extensive
knowledge and experience in all areas of Financial
Services. A member of ‘Brokers Ireland’, Padraic
Kissane Financial Services is regulated by the
Central Bank of Ireland.

Ger is an experienced Commercial Leader who has
held a number of senior Commercial and Customer
roles prior to his appointment as HR Director in
2017.

Lavinia was appointed Chief Operations Officer at
KBC Bank Ireland in September 2019. Prior to this,
Lavinia acted as Senior Vice President of Information and Technology at SMBC Aviation Capital, one
of the world’s largest aircraft leasing companies.

Jane Howard has more than 40 years’ experience in
the financial services industry across a wide range
of functions, having served in personal banking,
commercial banking, risk management and operations. Jane has operated at Executive level for more
than 15 years and in her previous role, she led the
NatWest Group’s Personal Bank through a period of
significant and successful change and expansion.
Jane is a Certified Bank Director from IOB, holds a
degree in Banking and diplomas in Compliance and
Culture & Ethics.
*Jane Howard has since resigned from the Board (July 2021)

Padraic is one of the foremost experts on Tracker
Matters in Ireland and has been heavily involved in
what has become known as ‘The Tracker Debacle’.
He was the first to recognise the enormity of the
problem through his investigation work on behalf of
customers. Padraic has worked tirelessly to get the
matter properly investigated. Padraic has appeared
on many media forums as well as having made presentations to the Oireachtas Finance Committee on a
number of occasions in relation to the Tracker Investigation.

In 2020, Ger’s role was expanded to include
‘Corporate Development’ which brings the
strategic disciplines of; Customer Marketing, Brand,
Corporate Affairs, Sustainability and Communications together with Talent Development, Employee
Experience and Culture Evolution. The newly created
HR and Corporate Development Function leads the
embedding of the Bank’s purpose; to build trust
by making a difference in the lives of customers,
colleagues and communities, every day. The function
has mobilised four current strategic programmes of
work through which key initiatives are managed
and delivered, they are; Brand, Culture and Reputation; Customer Strategy and Experience; Enterprise
Transformation; and, Citizenship and Sustainability.

Before joining SMBC in 2014, Lavinia held various
senior Technology and Operations positions in
Friends First Group, Fujitsu Consulting and AIB.
Lavinia is actively involved in the technology industry
in Ireland, serving as a member for the Technology
Ireland ICT SkillNet Innovation Forum Expert Group,
Committee Member of the NSAI Blockchain International Standards Committee as well as Blockchain
Ireland, and former Chair of the Cloud Computing
Working Group of the Irish Internet Association.
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John O’Connell
JOIN DATE JULY 2020

Myles O’Grady  
JOIN DATE APRIL 2021

Philip O’Leary  
JOIN DATE MAY 2019

Managing Director, AIB UK

General Secretary, Financial Services Union

Chief Financial Officer, Bank of Ireland

Solicitor, Chairperson of the Property Services
Appeals Board, member of the Audit Committee

Robert’s career in AIB has spanned almost 27 years,
covering a variety of roles up to senior executive
management level in areas including retail banking,
wealth management, investment banking, commercial banking and corporate banking across multiple
geographies.

John is the General Secretary of the Financial
Services Union with members across Republic of
Ireland, Northern Ireland and the UK in the Finance
sector. John joined the Financial Services Union in
September 2019 having worked in the organisation
20 years previously.

Myles is Group Chief Financial Officer for Bank
of Ireland. Myles has 30 years’ experience as a
finance professional with over 25 years in financial
services. Prior to joining the Group he was chief
financial officer at D|Res Properties, an Irish homebuilding and property development company.

Philip is a member of the Law Society of Ireland with
experience specialising in Banking and Security and
commercial lending and debt advisory.

Robert currently heads AIB’s business in UK and is
a member of the Group Executive Committee. Prior
to being appointed of Managing Director, AIB UK,
Robert was AIB’s Managing Director of Retail and
Consumer Banking in the Republic of Ireland.

John has extensive senior management practice
incorporating areas including Human Resource
Management, Industrial Relations and Operations
with over 30 years’ experience in Ireland, Europe
and the Middle East in the Communication, Finance,
Aviation and Health Sectors. A qualified mediator,
John also holds a Masters in Management Practice
and qualifications in Industrial Relations and Social
Studies.

Previously, he was group director of finance and
investor relations at Allied Irish Bank Group plc and
Subsidiaries (AIB), an Irish financial services group,
operating predominantly in the RoI and the UK. He
is Fellow of the Chartered Association of Certified
Accounts, an INSEAD certified board director and
member of the Institute of Directors Ireland.

Coupled with his AIB Career, Robert also held
the position of Managing Director, Distribution &
Marketing Consulting and Financial Services with
Accenture in North America from 2013 to 2015,
during which time he brought his industry experience and subject matter expertise to build a growing
consulting practice in the fast-moving and innovative areas of Financial Services. Robert holds a BSc
degree in Applied Physics, an MA in Finance and is
also QFA and CFA qualified.

Philip was appointed by the Minister for Justice
and Equality as Chairperson of the Irish Legal Aid
Board for five-year term in 2016 and was appointed
by the Minister for Justice and Equality as Chairperson of the Property Services Appeals Board for
a term of 4-years, from May 2020. Philip has a long
standing and consistent commitment to access to
justice issues and to principles of fairness from the
consumer perspective. Philip’s qualifications include
BCL (Hons) University College Cork (UCC) and LLB
(Hons) University College Cork (UCC).

*Myles joined the Board following Vincent Mulvey’s retirement from Bank of
Ireland and our Board in March 2021.

John has a background in delivering change and holds
a unique perspective having worked in both representative and managerial roles. He is committed to
delivering cultural change in banking on behalf of all
stakeholders.
John is a keen follower of all sport and in particular
Tipperary hurling and Munster rugby.
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Martin Stapleton  
JOIN DATE MAY 2019

Dr. Martin McAleese  
JOIN DATE MAY 2019

Council Member of the Small Firms Association
(SFA) and Managing Director of Shellcove (AMC)

Treasurer, Irish Farmers’ Association (IFA)

Patron of the Irish Banking Culture Board

Sue O’Neill is a Council Member of the Small Firms
Association and Managing Director of Shellcove, an
Association Management Company (AMC), which
she founded in 2004.

Martin Stapleton is a Dairy farmer based in Limerick.
Initially involved with Macra from 1997-2001,
he joined IFA in 2002. In 2020, he was appointed
Association Treasurer of the IFA. Until 2019, he was
Chair of IFA’s National Farm Business committee.
Martin also sits on both the Advisory Board of the
Property Registration Authority and the Advisory
Group on Small Business.

Dr Martin McAleese holds an honours B.Sc. degree
in physics from the Queen’s University of Belfast
and B.A., M.A. and B.Dent.Sc. degrees from Trinity
College Dublin.

The company helps associations that need to stay
relevant, grow membership and benefit from innovative technologies to achieve strategic goals. Offering
two primary models, Shellcove acts as a headquarters or provides outsourced services which deliver
scalability of staff or services. Sue is also a board
member of Microfinance Ireland. She holds an MBA
from Dublin City University, a Diploma in both Digital
Marketing and Print Management and is a graduate
of the IMI Business Development Programme.

The Farm Business committee’s roles included
developing IFA’s annual pre-budget submission;
developed taxation policy proposals for farm businesses; as well as identified measures necessary to
support farm investment. Access to credit and the
cost of credit are also relevant issues that were dealt
with by liaising with the banking sector on behalf
of the Association. During his term as Chair, Martin
had further developed the IFA’s Debt Support Team,
a service for members who have Non-Performing
Loans or who are encountering serious credit difficulties.

He worked for many years as financial controller
and company secretary with a number of Aer Lingus
subsidiary companies before qualifying as a dentist
and becoming a partner in a large dental practice
in Northern Ireland. He is a former independent
member of Seanad Eireann. Martin is currently Chancellor and Chair of the Governing Authority of Dublin
City University, Chair of the PwC Ireland Public
Interest Body, a trustee of the Edwards MacLiammoir Gate Theatre Trust and joint Patron of the 30%
Club with his wife Professor Mary McAleese, former
President of Ireland.
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Financial Statements

Statement of Income and Retained Earnings For the financial year ended 31 March 2021

Statement of Income
and Retained Earnings

Balance Sheet As at 31 March 2021

Balance Sheet
As at 31 March 2021

For the financial year ended 31 March 2021
Year ended
31 March

11 month period
ended 31 March

2021

2020

€

€

(2,101,679)

(865,320)

2,101,679

865,320

Operating profit

-

-

Profit for the financial year

-

-

Administrative expenses
Other income

2021

2020

Note

€

€

7

1,555

2,952

1,555

2,952

Fixed assets
Tangible fixed assets

Current assets
Debtors: amounts falling due within one year

8

29,090

34,339

Cash at bank and in hand

9

741,125

546,632

770,215

580,971

(771,770)

(583,923)

(1,555)

(2,952)

Total assets less current liabilities

-

-

Net assets

-

-

Reserves

-

-

Creditors: amounts falling due within one year

10

Net current (liabilities)/assets
All amounts relate to continuing operations.

Marion Kelly

Justice John Hedigan

Director

Director

The financial statements were approved and authorised for issue by the board:

Date: 25/08/2021

The notes on pages 10 to 16 form part of these financial statements.
Marion Kelly

Justice John Hedigan

Director

Director

Date:

The notes on pages 10 to 16 form part of these financial statements.
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Company Information

Company Information

Directors

Angela Black

Company secretary Wilton Secretarial Limited

(Appointed 1 May 2019)

Blanaid Clarke
(Appointed 1 April 2019)

Justice John Hedigan

Registered number 648151

(Appointed 1 April 2019)

Registered office 38/39 Lower Baggot Street

Jane Howard

Dublin 2

(Appointed 1 May 2019)

Marion Kelly
(Appointed 1 April 2019)

Padraic Kissane
(Appointed 1 May 2019)

Gerard Mitchell

BDO
Statutory Audit Firm
Beaux Lane House
Mercer Street Lower
Dublin 2

Lavinia Morris

(Appointed 26 September 2019)

Robert Mulhall
(Appointed 1 May 2019)

Philip O’Leary

Bankers AIB
1 Lower Baggot Street
Dublin 2

(Appointed 1 May 2019)

Sue O’Neill

Solicitors William Fry

(Appointed 1 May 2019)

2 Grand Canal Square

Martin Stapleton

Dublin Docklands

(Appointed 1 May 2019)

John O’Connell
(Appointed 15 July 2020)

Vincent Mulvey
(Resigned 31 March 2021)

Gareth Murphy
(Resigned 10 June 2020)

Dublin 2
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Independent auditors

Irish Banking Culture Board | 38/39 Lower Baggot Street, Dublin 2 | www.irishbankingcultureboard.ie

