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KEY STEPS OUTCOMES / KPIS

To develop a step by step process for 
attainment of the Governance Code .

Included in the registry as compliant with the 
Governance Code.

To work with the financial manager and 
accountant to ensure LGBT Ireland is fully 
compliant with SORP.

SORP compliant reporting by end of 2018.

To develop policies and process to ensure 
compliance with Guidelines for Charitable 
Organisations on Fundraising from the Public.

Fundraising policies and practices reviewed to 
be in line with guidelines by end of 2018.

To undertake self-audit after 18 months to test 
our progress towards triple lock status and to 
create an action plan for any outstanding items 
to ensure compliance by end of 2019.

Self-audit completed and action plan developed.

6.   LGBT Ireland to attain triple lock 
governance status. 

Overall Outcome
We have a strong fit for purpose governance structure that 

operates in line with all existing good practice standards.
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Welcome to the Strategic Plan for LGBT Ireland 
for the three-year period from January 2018 
to December 2020. LGBT Ireland is a newly 
established charity which has grown out of 
the National LGBT Helpline project. Since its 
inception seven years ago, the helpline has 
supported thousands of LGBT people and their 
families. Equipped with this knowledge and 
experience, LGBT Ireland sets out to expand 
the reach of the helpline’s existing services, 
and to develop the organisation’s training and 
advocacy roles.

LGBT people are an integral part of every 
community in Ireland and significant progress 
has been made in recent years to increase 
positive visibility of LGBT identities and reduce 
discrimination. However, despite this progress 
many still face considerable challenges, 
particularly those living outside of large urban 
areas, older LGBT people, LGBT Travellers, and 
those who have, or wish to, migrate to Ireland 
to escape from persecution. During the lifetime 
of this plan we will aim to ensure the voices 
of all LGBT people are heard at policy and 
practice levels.

Fundamental to our strategy is the need for 
LGBT Ireland to continue to add real value to 
our network members. We will continue to 
strengthen the capacity of our existing network 
through training, and will support development 
of additional services in areas with little or no 
LGBT supports. Ensuring our services meet the 
highest quality standard is a key priority, and 
over the lifetime of this plan, we will undertake 
a review of our national standards to ensure 
they meet contemporary good practice in 
service provision.

Our strength lies in our ability to deliver 
national responses which are underpinned  
by localised knowledge. We have an exciting 
few years ahead and look forward to working 
with our network members, our volunteers,  
our partners and supporters, to improve  
and celebrate the lives of LGBT people  
across Ireland. 

In conclusion, we wish to thank the Board 
of Directors for their support and vision in 
developing this strategy, the staff team at 
LGBT Ireland for their great work, and our 
highly committed network of volunteers, who 
give their time and expertise so generously to 
deliver our services across Ireland. We would 
also like to thank Caroline Gardiner and the 
team at Quality Matters, who worked with us 
in the development of this plan. And finally, 
special thanks to our funders; POBAL through 
the SSNO Grant Scheme, the HSE Mental Health 
Division, and the Community Foundation for 
Ireland, we cannot thank you enough for your 
continued support. 

Foreword

Bernardine Quinn 
Chairperson

Paula Fagan 
CEO
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Who We Are
LGBT Ireland is a national organisation which 
provides quality services to Lesbian, Gay, 
Bisexual, and Transgender (LGBT) people 
across the country. Informed by the issues 
and experiences raised through our frontline 
services, we also provide training and advocacy 
support, to enhance the visibility, inclusion and 
rights of the LGBT people living in Ireland.

LGBT Ireland’s frontline work is delivered 
by our network of seven regional member 
services. Each member service operates to 
LGBT Ireland’s national quality standard, which 
includes an extensive training programme 
and vetting procedures for all volunteers. 
The member services are supported by LGBT 
Ireland’s staff team and the organisation’s 
Board of Directors.

What We Do 
Our Services

LGBT Ireland provides confidential and non-
judgemental listening, support and information 
through our helpline, web chat and peer 
support services. 

LGBT people are recognised as a group at 
risk of mental health difficulties and suicidal 
behaviour both of which can be compounded 
by isolation and lack of social support. Since 
the Helpline was established in 2010, the service 
has supported thousands of people. In 2017, we 
dealt with 1,957 contacts through our helpline 
and web chat, while over 63,000 people visited 
our website for information. 

The main reasons for people contacting our 
services include: 

 — Support with coming out as LGBT.

 — Dealing with isolation, loneliness, and 
depression.

 — Relationship problems.

 — Sexual health concerns.

 — Parents and family support.

 — Dealing with the impact of homophobia and 
transphobia.

 — Finding LGBT supports and events in their 
local area.

Community development principals underpin 
LGBT Ireland’s approach to supporting and 
developing our network of services and this 
approach has been key in the development 
of peer to peer support groups. There are 
currently five groups operating in three 
different locations, with plans to open two 
additional support groups in 2018. The range 
of support offered includes groups for LGBT 
people who are considering coming out, groups 
providing support to spouses of people who 
have recently come out as LGBT, and a group 
for married people who are questioning  
their sexuality.

Training

LGBT Ireland and our member services 
have been providing training to Community, 
Voluntary and Statutory agencies and groups 
for many years. Together we have a wealth 
of experience of training in relation to LGBT+ 
equality and service provision. Over this next 
strategic period, we plan to further develop 
a range of modularised national training 
programmes to relevant quality standards.

Advocacy

Informed by the issues and experiences 
raised in our frontline services, and together 
with independent research, LGBT Ireland is 
committed to advocating for the rights of  
all LGBT people living in Ireland. We will pay 
particular attention to those who may face 
additional barriers including, LGBT Travellers, 
LGBT Migrants and people living in rural  
Ireland, so that they too can live lives that  
are celebrated in their workplaces, homes  
and communities. 
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OutWest Ireland is a voluntary social and support group for gay, lesbian, 
bisexual and transgender (LGBT) people in the West of Ireland. It was 
founded originally in 1997, with the aim of providing the LGBT community 
in the West with a support network. The group manage and run the 
Outwest LGBT Helpline.

Cork Gay Community Development Company exists to ensure that the 
gay community is enabled to fully participate in the social, economic, 
cultural, political and artistic life of the wider Cork and Kerry area. Cork 
Gay Community Development Company host and support the Gay 
Information Cork Helpline.

LGBT Helplines in Dublin, Kilkenny and Galway were established by 
LGBT Ireland to expand the services available across the country. As with 
the other membership groups, these services are run by local teams of 
trained volunteers, supported by LGBT Ireland’s central office. 

Dundalk Outcomers is a social and befriending support group for LGBT 
people. The drop-in centre, opened in 1997, is in the heart of Dundalk, 
providing a safe, social and relaxed environment for the LGBT community 
in the North East and border counties. The Centre hosts and supports 
the LGBT Helpline service. 

LINC aims to improve the quality of life, health and well-being of all 
women who identify as lesbian or bisexual in Ireland. Based in Cork, 
LINC’s vibrant community centre, provides support to LGB women from 
across the South-West region. The centre also hosts and supports the 
Cork lesbian Line, over 30 years in existence, the Cork Lesbian Line joined 
the National Helpline project in 2010.

Our Network Members

Through our network, support and information is 
available to LGBT people and their family members 
on a daily basis. Currently our seven network member 
services are: 
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The map of Ireland below shows the locations 
of our network member services. 

Over the lifetime of this plan we aim to expand 
the supports we offer to areas with few existing 
LGBT supports, with a particular focus on the 
Midlands Region.

LGBT Ireland on the Map
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Through Samaritan’s direct dial initiative, callers to our service can divert 
to Samaritan’s 24-hour helpline, offering a welcome safety net when our 
lines are closed. Samaritan volunteers can enhance their knowledge of 
LGBT issues through our LGBT Awareness workshops, delivered by us to 
Samaritan branches across the country.

Together with BeLonG To National Youth Service, we’ve developed a 
signposting arrangement between our two organisations. This points 
young people to our helpline and online chat service for initial support 
and information. When the young person is ready we provide information 
on the range of services offered by BeLonG To, including their network of 
LGBT+ support groups.

Issues relating to gender identity and expression are a core aspect of 
our service and we have been working closely with TENI over the past 
three years to develop our own good practice in this area. Through this 
partnership we have developed a monthly Trans helpline service and we 
will launch a new helpline for Families of Trans people, early in 2018. 

The National LGBT+ Traveller and Roma Action Group aims to increase the 
promotion, protection, inclusion and celebration of LGBT+ Traveller and 
Roma people within Traveller and Roma organisations and services. As an 
active member of this group we are developing specific LGBT Awareness 
Training to be rolled out across the country through regional and local 
Traveller organisations. 

Over the past two years we have been delighted to team up with eir, 
to run our positive mental health campaign #ItsGOODtoTalk. Through 
this campaign we’ve held two national events and disseminated over 
15,000 promotional items advertising our services, during Dublin Pride. 
The ‘Connaught Guide’, an information booklet on LGBT supports in the 
Connaught area, was produced and disseminated with the support of 
eir’s Connecting Communities Fund.

We have recently teamed up with Niteline, the listening, support and 
information service for university students, to provide LGBT Awareness 
training to Niteline volunteers and to actively promote both services 
through our social media platforms.

Our Partnerships: Supporting  
LGBT People Together

Alongside out network members, we have developed strong working 
partnerships with other national organisations and groups, to ensure 
that LGBT people across Ireland get the supports they need, when 
they need them. Organisations and groups we partner with include: 

The National 
LGBT+ Traveller 

and Roma  
Action Group
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Our Environment  
in Brief

1 Department of Children and Youth Affairs (2017) LGBT+ Youth 
National Youth Strategy: Report on Consultations with Young 
People.

Policy

There are several national strategies which 
include LGBT people as a priority population 
including Ireland’s National Strategy to Reduce 
Suicide 2015-2020, Connecting for Life; and 
the National Sexual Health Strategy 2015-2020. 
In relation young people, the Department 
of Children and Youth Affairs are currently 
developing a LGBT+ National Youth Strategy, 
which will link with the existing National Youth 
Strategy “Better Outcomes Brighter Futures”. 
This strategy will be the first of its kind in the 
world and will seek to improve the outcomes 
for young LGBT+ people in all aspects of  
their lives. 

The Needs of LGBT People

LGBT people are an integral part of every 
community in Ireland and significant progress 
has been made in recent years to increase 
positive visibility of LGBT identities and reduce 
discrimination. However, despite this progress 
there is a significant body of evidence, both 
from national research and from our own 
services, to indicate that LGBT people still face 
considerable challenges. 

As part of the LGBT+ Youth Strategy, the 
Department of Children and Youth Affairs 
(2017)1 published a report on the findings 
from consultations with almost 4,000 young 
people. In response to the question, what issues 
are faced by young LGBT+ people in Ireland 
today, approximately half of the young people 
identified ongoing discrimination as the biggest 
issue, while 1 in 5 respondents identified 
bullying and harassment. 

The impact of these issues on young people  
are highlighted by the findings of the 
LGBTIreland Report, undertaken by Trinity 
College Dublin (2016) on the mental health and 
well-being of LGBTI people2. This study found 
that rates of self-harm were twice as high, and 
suicide attempts three times higher in LGBTI 
people compared to their peers, while rates of 
severe or extremely severe depression, anxiety 
and stress for LGBTI young people aged 14 – 18 
years are four times higher than their peers. 
Intersex, transgender and bisexual people had 
the highest scores for depression, anxiety  
and stress. 

Research shows that while LGBT adults 
experience less challenges with mental health 
than young people, some LGBT adults continue 
to experience feelings of stress, depression 
and anxiety, suicide and self-harm3: The LGBTI 
Ireland study identified barriers to accessing 
mental health supports including that mental 
health practitioners were not sufficiently aware 
and understanding of LGBTI identities, and of 
the appropriate language and terminology to 
use, and a fear that the person’s LGBTI identity 
would be seen as the problem. It is within this 
context that the provision of quality assured 
LGBT+ Awareness training for professionals is 
critically important.

2  HIggins A, Doyle L, Downes C, Murphy R, Sharek D, DeVries J, 
et al. The LGBTIreland Report: national study of the mental health 
and wellbeing of lesbian, gay, bisexual, transgender and intersex 
people in Ireland. Dublin: GLEN, BeLonG To; 2016.

3  All references are for the LGBT Ireland report, unless  
otherwise stated.
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Statistics from our own frontline services 
indicate that challenges with coming out and 
accepting one’s LGBT identity can extend far 
beyond teenage years. In 2017, 35% of callers 
to our helpline were 46 years and older, for 
those who are coming out at this stage in life 
telling family and friends, particularly those 
with heterosexual partners and children, can 
be complex and extremely difficult. Additional 
barriers also face LGBT people living in rural 
areas with no support or social outlet available 
to them, compounding feelings of loneliness 
and isolation. The helpline and peer support 
groups play an important part in supporting 
people to combat isolation and to tackle 
feelings of hopelessness. It is imperative 
that more community-based LGBT services 
are developed to provide support, in the 
communities in which people live. 

Through our online services we also frequently 
hear from LGBT people living in other countries 
or who have recently migrated to Ireland. 
Many of those in contact with us report having 
experienced extreme violence and harassment 
because of their LGBT identities. In the period 
of this strategic plan we aim to do more to 
highlight the discrimination of LGBT people 
internationally, and to work with other LGBT 
and Human Rights organisations, to seek to 
enhance the supports available.

In relation to legal change, the information most 
frequently sought from our organisation on 
a legal issue, is in relation to parenting rights. 
While the Children and Family Relationships 
Act in 2015 was hugely significant for LGBT 
headed families, not all provisions under the 
Act have been implemented. Clarity is needed 
on a timeframe for full implementation of the 
Act, and the rights and responsibilities the 
provisions will provide for LGBT parents who 
already have children, and for those planning 
parenthood.

Where We’ve 
Come From: Where 
We’re Going
Our Strategic Direction

LGBT Ireland is a national organisation 
underpinned by localised knowledge and 
responses. Together with our network 
members, we provide support, training and 
advocacy which speak to national priorities 
and improve the lives of LGBT people across 
Ireland. Our ability to reach LGBT people living 
rurally is key to who we are.

Developing our network of member services 
has shown that we can achieve more by having 
a collective approach underpinned by strong 
quality management structures and processes. 
We have also shown the value of LGBT Ireland 
working in partnership with other national 
providers to reduce duplication and ensure 
that resources for LGBT people have the most 
impact. In the next strategic period, we plan 
on utilising our expertise gained through the 
development of the helpline to further develop 
our collective approach to training and national 
advocacy. 

All our efforts are directed toward achieving 
the following vision and mission:

Our Vision 

Our vision is for an Ireland that leads the way 
in LGBT inclusion and equality. Where LGBT 
people are visible, have access to what they 
need, and live lives that are celebrated in their 
workplaces, homes and communities. 

Our Mission

We exist to provide quality frontline services 
across Ireland. Through our regional network of 
services, and working alongside our strategic 
partners, we also advocate for policy and 
practice change which will improve the lives of 
LGBT people and their family members.



Overview

Over the coming three years, the work of LGBT Ireland will be guided  
by the following six strategic goals:

1. Further develop our profile as LGBT Ireland. 

2. Re-develop our National Quality Standard to 
ensure this reflects emerging good practice. 

3. Develop a quality assured LGBT training  
model through a strategic partnership with  
key agencies. 

4. Further develop LGBT community supports 

5. Advocate for the needs of LGBT people  
at a national level. 

6. LGBT Ireland to attain triple local  
governance status. 

Common to each of these six goals are three key principles: firstly, the 
need to accessibly provide services to LGBT people, wherever they live; 
secondly, a desire to undertake all work to relevant quality standards and 
thirdly, that all of our work is informed by our Regional services. 

The key steps and performance indicators relating to each strategic  
goal are outlined in the tables over the following pages.

Strategic Goals: Key Steps  
and Performance Indicators

/ 9
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KEY STEPS OUTCOMES / KPIS

Re-develop our brand to showcase our  
three core pillars of work: Support, Training, and 
Advocacy. 

New website and branding designed.

Strategic plan launched.

Increase in website clicks and number  
of contacts to our frontline services.

Develop and roll out national marketing and 
engagement strategy to increase awareness  
of LGBT Ireland’s frontline services.

Plan developed.

Increase number of contacts to the services.

National and regional media coverage achieved 
in relation to key advocacy issues.

To apply for funding to further understand the 
needs of rural LGBT people and develop a plan 
to respond to these needs.

Research undertaken on rural LGBT people’s 
needs and used to influence national policy.

Promote the role and work of LGBT Ireland at a 
national and international level.

Increased level of engagement with National 
and International Fora relating to LGBT+ 
inclusion and equality.

To explore the development of an LGBT Ireland 
App, which will feature information about 
LGBT+ support services, social groups and 
venues across Ireland. 

Feasibility of App explored and APP  
developed if feasible.

1.  Further develop our profile  
as LGBT Ireland.

Overall Outcome
Through increased awareness of our services, 

LGBT Ireland becomes widely known as a National 
and Regional Support, Advocacy and Training 

organisation on LGBT rights and inclusion.

/ 10
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KEY STEPS OUTCOMES / KPIS

To review the existing quality standard and 
redevelop this in line with current and emerging 
good practice, to ensure we meet the highest 
standards in service provision. 

Republished quality standard and development 
of accessible guidelines for volunteers.

To ensure that the standards include clear 
guidance on good practice for engaging and 
supporting volunteers, including: induction, 
consultation, training and support, supervision, 
feedback and recognition.

The standards updated to include additional 
guidance on supporting and engaging 
volunteers.

To develop and undertake an annual volunteer 
survey to measure engagement and support. 
Where issues are identified, the national office 
team to work in partnership with local groups  
to improve volunteer engagement.

Annual National Volunteer Survey.

To undertake an action plan to implement 
recommendations and support each local 
service to attain the standard.

Action plan developed, each member service 
has access to required supports to meet the 
standard.

Develop a review and audit process to ensure 
standards are maintained and further developed 
as required.

Monitoring process established, with each 
member service reviewed under the process, 
during the lifetime of this plan.

2.  Re-develop our existing quality 
standards, ensuring this reflects 
emerging good practice.

Overall Outcome
Assurance reports attest to the fact LGBT Ireland’s 

services meet the highest quality standards.
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KEY STEPS OUTCOMES / KPIS

To co-ordinate with National and Regional 
LGBT+ organisations to create a strategic 
partnership, to support the development and 
provision of a range of quality training packages 
for statutory & community agencies and groups 
across Ireland.

Initial Memorandum of Understanding. 

Consult with key statutory agencies, (e.g.) the 
HSE, on their LGBT training needs, and garner 
support for the strategic partnership approach.

Completed training needs analysis.

Develop a business model detailing the process 
by which training is developed, provided and 
quality ensured by the strategic partners. 

Business model completed, approved by boards. 

Engage with HSE to gain buy-in to the 
strategic partnership business model and reach 
agreement on the funding model, KPIs and 
other contracting issues.

HSE support gained for the strategic 
partnership business model.

Based on the partners’ expertise and existing 
resources, re-develop the range of training 
programmes (face to face and blended) that 
meet identified training needs. Each programme 
to be accompanied by a Training for Trainers 
course and quality assurance process to ensure 
high quality training, wherever in Ireland this  
is provided.

New training programmes and resources 
developed.

3.  Develop a quality assured LGBT+ 
training model through strategic 
partnership with key agencies.

/ 12



/ 13

KEY STEPS OUTCOMES / KPIS

Roll out the Training for Trainers programme 
with existing and new trainers to establish a 
quality assured national panel of trainers.

Trainers trained to quality standard. LGBT 
Ireland is able to provide training nationally.

Publicise training availability to other small  
and large organisations and begin working 
online with the new model. Oversight in the  
first six months to be provided through  
monthly meetings.

Number of booking from small and  
medium organisations.

9 months – 12 months after initiation, to 
undertake an internal process evaluation to 
explore how the delivery and approach could be 
further improved for all stakeholders.

Process evaluation report for recommendations.

Seek funding to undertake an outcome based 
evaluation. This to involve an interagency 
steering group including representatives from 
state agencies, (e.g.) HSE public health.

Evaluation report and recommendations. 

/ 13

Overall Outcome
Statutory service providers can easily access quality 

assured LGBT+ Awareness training, delivered by 
skilled trainers, who have direct experience of 
working with LGBT+ people and their families.
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4.  Further develop LGBT 
community based supports.

Overall Outcome
LGBT people in need of support, have access to high 

quality peer support groups, leading to reduced 
social isolation and improvements in wellbeing.

/ 14

KEY STEPS OUTCOMES / KPIS

To further develop LGBT community  
based supports, such as peer to peer groups,  
in the six regions where we currently have 
member services and where there is a local 
community need. 

Support this work through further development 
of a start-up and quality standard pack to better 
support new community groups to establish in 
line with recognised good practice. To provide 
training in this, as required.

New pack developed and training delivered.

To support the development of at least one 
community based peer support service or  
group each year, provided there is both need 
and interest.

no. of formal expressions of interest.

no. of new groups established.

To undertake a mapping and needs analysis, 
to assess the need for additional community 
supports. This will also identify state and NGO 
partnerships that could further support the role 
out of community LGBT services in areas where 
there is a need and where we currently have no 
existing member services.

Needs analysis and mapping completed.

Strategy to address findings from the mapping 
and needs analysis.

To seek state or philanthropic funding to 
support further development of community 
based services, where these are not currently 
sufficient.

Funding for part time regional support hours.
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KEY STEPS OUTCOMES / KPIS

To hold a yearly seminar that will support 
identification of annual advocacy priorities,  
as well as provide an opportunity to feedback 
on existing priorities. 

These priorities will be informed by data  
from our frontline services in relation to 
emerging issues within the national LGBT 
Ireland community.

Seminar of LGBT Ireland stakeholders, including 
network members and volunteers. Policy and 
advocacy priorities identified.

Quarterly stakeholder forums will allow 
for updates to stakeholders and additional 
engagement on advocacy priorities as required.

Stakeholders receive feedback on progression  
in relation to advocacy priorities.

Where required, new data or information may 
be collected through the helpline systems 
to support understanding of issues for LGBT 
people in Ireland.

New information on emerging issues to be 
collected where necessary.

To work collectively with other LGBT 
organisations to address arising issues for the 
LGBT+ community. Where organisations do 
not have the capacity, or influence to address 
emerging issues, LGBT Ireland to engage with 
state agencies and departments, advocating  
for required change or resources.

To develop collaborative action plans to address 
emerging issues where possible.

5.   Advocate for the needs of  
LGBT people at national and 
regional levels.
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Overall Outcome
The needs of LGBT people are considered in all 

national and regional policy that affects their lives.

KEY STEPS OUTCOMES / KPIS

To actively engage with any national process or 
policy ensuring the voice of LGBT+ people  
is heard.

LGBT Ireland is included in all  
national consultations.

To work together with other LGBT organisations 
to set out the terms of reference for the 
development of a national LGBT+ strategy and 
advocate for this.

Agreement on a terms of reference for a 
national LGBT+ strategy.

To seek state support for the development of 
this strategy.

State support for development of a strategy.

To be involved in the development of the 
strategy, with a particular focus on representing 
the needs of rural Ireland.

Any strategies developed include the voice of 
rural LGBT people.



KEY STEPS OUTCOMES / KPIS

To develop a step by step process for 
attainment of the Governance Code .

Included in the registry as compliant with the 
Governance Code.

To work with the financial manager and 
accountant to ensure LGBT Ireland is fully 
compliant with SORP.

SORP compliant reporting by end of 2018.

To develop policies and process to ensure 
compliance with Guidelines for Charitable 
Organisations on Fundraising from the Public.

Fundraising policies and practices reviewed to 
be in line with guidelines by end of 2018.

To undertake self-audit after 18 months to test 
our progress towards triple lock status and to 
create an action plan for any outstanding items 
to ensure compliance by end of 2019.

Self-audit completed and action plan developed.

6.   LGBT Ireland to attain triple lock 
governance status. 

Overall Outcome
We have a strong fit for purpose governance structure that 

operates in line with all existing good practice standards.
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