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Review of the Department of Rural and Community Development’s  

Customer Action Plan 2019-2022 

(October 2022) 

 

Background 

The Department of Rural and Community Development published its first Customer Action Plan and 

Charter in June 2019 in line with the public service’s Customer Charter Initiative as part of its commitment 

to providing a quality customer service. 

The Customer Action Plan details planned progress under each of the 12 Guiding Principles of Quality 

Customer Service. Each Principle is accompanied by specific objectives and targets with related 

performance indicators.  

The Customer Charter is a short statement which provides guidance and information to the public on 

contacting a Public Service organisation, and describes the level of service a customer can expect.  

Both are produced as part of the same process and published every three years, or where there is a strong 

business case for a new Action Plan and Charter.  

During 2022 the process of reviewing and updating the Charter and Action Plan commenced with a view 

to informing the development of a new Charter and Action Plan for the coming three year period. 

The review process has comprised both internal and external inputs. 

 

Internal Review of the Customer Action Plan  

 Each Business Unit within the Department was tasked with appraising how effectively their Unit 

is delivering on the 12 Quality Customer Service (QCS) Principles which underpin our Charter.  

 All Units have confirmed good progress in respect of the delivery of the principles relating to 

their area of responsibility. The Organisation Capability Review (OCR), published in June 2020, 

provided a useful review of the Department’s service delivery and the actions identified therein 

are being progressed through the Department’s OCR Implementation Plan.  

 The Corporate Policy and Strategic Support Unit conducted a separate review of the delivery on 

the key performance indicators outlined in the Plan. 
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External Review of the Customer Action Plan 

 The Department invited external stakeholders, via an online Customer Services Satisfaction 

survey, to submit their views on the Department’s customer service delivery. The survey was 

open for responses from 1 February 2022 to 4 March 2022.  

 The survey posed questions around satisfaction with DRCD’s delivery of services, 

responsiveness to queries, clarity of communication, feedback on supports/schemes accessed, 

how supports have benefitted communities, suggestions for innovations or improvements to 

policies or programmes and feedback on COVID 19 supports. 

 Respondents were provided with the opportunity to state if they were an individual 

stakeholder, community organisation or an implementing partner.  

 Survey findings: 

o A total of 161 responses were received by the survey’s closing date.    

o The survey responses were particularly favourable on the Department’s customer service.  

o Stakeholders view DRCD as operating effectively from their experience as a customer. 

o Customers are very satisfied with the delivery and quality of the Department’s services, with 

84 respondents advising they were very satisfied and a further 66 advising they were usually 

satisfied.  

o 156 of the respondents rated the Department’s service and its delivery as prompt, clear, 

accurate, positive and helpful and solution focused.  

o 149 respondents said DRCD communicates well with its customers, 13 did not. In rating our 

customer communications 83 rated it very acceptable, 72 usually acceptable and 8 viewed 

our communications as not acceptable. 

o 141 customers confirmed that information provided by the Department is clear and 

informative.  

o 11 dissatisfied respondents. The 11 dissatisfied comments are mainly around programme 

design, decision making and resources.  

o Importantly the DRCD 2022 survey output provides overwhelming evidence from our 

stakeholders of the important role this department has in rural and community 

development. 
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Overview of Progress on DRCD’s 12 Customer Service Principles 

DRCD’s 12 Customer Service Principles are listed below, along with some key actions which have been 

implemented over the course of the 2019-2022 Customer Action Plan period:  

 

1. Quality Service Standards 

OBJECTIVE: Publish a statement that outlines the nature and quality of service which customers can 

expect, and display it prominently at the point of service delivery.  

Key Performance Indicators: 

 Publication and availability of summary information to customers on service standards on our 

website and on our intranet. 

 Training in Quality Customer Service provided to staff as required.  

Progress Made: 

 DRCD published a statement that outlined the nature and quality of service which customers 

can expect – this statement is available on our website and is also on display at reception areas 

in each of our office locations in Dublin, Ballina, and Na Forbacha.  

 DRCD Annual Reports 2019 to 2021 records the level of customer service provided in delivering 

on our mission and our five strategic goals. 

 The results of the customer service satisfaction survey illustrates tangible evidence of quality 

service provision to the Department’s customers. 

 Training in Quality Customer Service is available to staff throughout the organisation as 
required. Learning and Development Unit promoted the OneLearning Introduction to Quality 
Customer Service course to all staff when it was launched in March 2022. 

 DRCD also participates in the Quality Customer Service Network to gain knowledge and insights 
into best practice and innovation in customer service. 
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2. Equality and diversity 

OBJECTIVE: Ensure the rights to equal treatment established by equality legislation, and accommodate 

diversity, so as to contribute to equality for the groups covered by the equality legislation (on the 

grounds of gender, civil status, family status, sexual orientation, religious belief, age, disability, race and 

membership of the Traveller Community). Identify and work to eliminate barriers to services for people 

experiencing poverty and social exclusion and for those facing geographic barriers to service.  

Key Performance Indicators: 

 Adherence in our work to the relevant provisions of Irish Equality legislation. 

 Adherence in our work to the provisions of Children First legislation.  

Progress Made: 

 The Department has appointed an access officer to ensure that all services we deliver are 

accessible to customers within the guidelines of the equality legislation. DRCD is committed to 

ensuring equal service delivery to all its customers as laid down by the Employment Equality Act 

1998 and the Equal Status Act 2000.  

 A Cross-Divisional Group was established in 2022 to progress DRCD’s work on Public Sector 

Duty. The role of the Cross-Divisional Working Group will be to assess equality and human 

rights issues of relevance to DRCD’s remit, identify issues which require addressing, develop a 

multi-annual action plan, and input to annual reporting on implementation of actions.  

 DRCD staff have completed training in Disability Awareness, Diversity, and members of the 

Cross-Divisional Group on Public Sector Duty have completed IHREC’s e-learning module on 

Equality and Human Rights in the Public Service and the course is being rolled out to all staff 

across the organisation. Implementing Equality and supporting diversity in our Department and 

in the programmes we deliver is an ongoing task. Two Disability Awareness information 

sessions were delivered to staff in 2021. 

 The Department has developed and published on its website a Children First Safeguarding 

Statement and Sectoral Implementation Plan. They outline how the Department, and bodies 

under its aegis, will meet their obligations to comply with the Children First Act and with the 

Children First National Guidance for the Protection and Welfare of Children.  

 The Department has also established an internal Oversight Group to keep a focus on this 

matter, and also actively participates on the Inter-Departmental Children First Group. 
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3. Physical Access 

OBJECTIVE: We will provide clean, accessible public offices that ensure privacy, comply with 

occupational and safety standards, and as part of this, facilitate access for people with disabilities and 

others with specific needs.  

Key Performance Indicators: 

 Review of health and safety procedures, including a risk assessment. 

 Adequate resources and funding in place for the management and securing of the safety of 

staff and visitors at our offices. 

Progress Made: 

 In line with the Safety, Health and Welfare at Work Act 2005 DRCD has a written Safety 

Statement in place (dated December 2020), and available to all staff on the intranet, which 

outlines the organisation’s commitment to safety in its office locations and appropriate 

arrangements to ensure employee awareness, training and obligations to safety. It includes a 

risk assessment of both Dublin and Ballina office locations. 

 A separate document, the Department’s Covid-19 Response Plan, was developed to reflect 

arrangements to address any additional risks arising during the pandemic. 

 In order to ensure the health, safety and wellbeing of all staff while working remotely during 

Covid, the Department issued a Staff Risk Assessment Questionnaire during 2021. This was 

followed, during 2022, by the rollout to all staff of an online assessment with a physio assessor 

to check workstation ergonomic setup. 

 DRCD is committed to the implementation of the Disability Act 2005. We provide clean, 

accessible public offices that ensure privacy, comply with occupational health and safety 

standards and, as part of this, facilitate access for people with disabilities and others with 

specific needs. 

 Provided a safe and secure environment for its Customers. The Department’s offices are 

maintained to a high standard, safeguarding that both visitors and any employees with 

disability or any other specific access needs can access the Authority’s premises in a safe and 

secure way. 

 Customers with access requirements can contact DRCD in advance at 

accommodationICT@drcd.gov.ie to ensure that the necessary arrangements are in place. 

 In 2021, the Department provided Disability Awareness Information sessions and training 

courses to all staff, as well as Outdoor Recreation Disability Awareness workshops to our 

stakeholders and Department staff. 

  

mailto:accommodationICT@drcd.gov.ie
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4. Information 

OBJECTIVE: Take a proactive approach in providing information that is clear, timely and accurate, is 

available at all points of contact and meets the requirements of people with specific needs. Ensure that 

the potential offered by Information Technology is fully availed of and that the information provided 

online follows the guidelines on web publication.  

Key Performance Indicators: 

 Relevant statutory requirements as apply to provision of information are met. 

 Disclosure log of FOI requests available on website is kept up-to-date. 

 Compliance with the Data Protection Act 2018 and the GDPR, and increased awareness among 

staff. 

Progress Made: 

 The Department has adopted a plain language policy and delivers all information and guidance 

in a clear and concise manner. The use of Plain English is encouraged and plain language training 

has been provided broadly to staff.  

 In communications, the Department was one of the first to transition its web content to Gov.ie 

and produced an Emergency Planning Framework in response to the Department of Defence’s 

‘Strategic Emergency Management Guideline on Emergency Communications’.  

 A Communications Strategy was developed in 2019 with key elements delivered including the 

customer outreach activity supported through the Rural Opportunity and Helping Hands 

campaigns, as well as a stakeholder mapping exercise.  

 The Department’s annual presence at the National Ploughing Championships provides an 

opportunity to engage directly with people living and working in rural Ireland and to disseminate 

information on DRCD’s supports and policies. 

 The following information is published on the Department of Rural and Community 

Development’s website as part of its FOI Publication Scheme:  

o FOI Disclosure Logs - Details of non-personal requests which have been handled by the body 

under FOI, as set out in the Code of Practice on FOI.   

o Ministerial Expenses - Details of general and foreign travel expenses of government Ministers 

based in the Department. 

o Minister's Diaries and Secretary General’s Diary – Details of Ministerial engagements and 

engagements by the Secretary General.  

o Management Board Minutes - Minutes of meetings held by the Department’s Management 

Board. 

 Staff at AP level are FOI Decision Makers and complete training on dealing with requests. 

 During 2021 an online Data Protection/GDPR awareness course was procured and rolled out to 

all staff in the organisation. Just under 80% of staff have completed the course. 
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5. Timeliness and Courtesy 

OBJECTIVE: Deliver quality services with courtesy, sensitivity and the minimum delay, fostering a 

climate of mutual respect between provider and customer. Give contact names in all communications 

to ensure ease of on-going communications.  

Key Performance Indicators: 

 Monitor customer feedback through communications from our various stakeholders. 

 Guidelines are circulated on our intranet and staff are aware of recommended procedures. 

 All staff provide name, address and direct phone line in their email signatures and use voicemail 

and out of office replies when unavailable. 

Progress Made: 

 Customer feedback sought through the Customer Satisfaction survey conducted from 1 

February 2022 to 4 March 2022.  

 DRCD responds to telephone and written enquiries in an informative and speedy manner and 

ensures that all communications issued by it have a contact name and telephone number.  

 The Department is committed to ensuring that responses are given as quickly as possible, and 

customers are dealt with fairly and consistently. 

 The Customer Action Plan clearly outlines the level and timeframe which customers can expect 

to receive when contacting the Department by phone, email, in writing, or by visiting one of the 

office locations. 

 A leaflet outlining DRCD’s customer service commitments has been developed and is available to 

all staff on our intranet. Greater awareness raising of these commitments should be pursued by 

the Department under the next Action Plan. 
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6. Complaints 

OBJECTIVE: Maintain a well-publicised, accessible, transparent and simple-to-use system of dealing 

with complaints about the quality of service provided.  

Key Performance Indicators: 

 Ease of access to our written complaints procedure and Customer Charter on our website. 

 Written complaints are dealt with in open, accountable and accessible manner. 

 Written complaints are dealt with in a fair, sympathetic and timely manner. 

 Information, advice and appropriate training is provided to staff dealing with complaints. 

Progress Made: 

 The info@drcd.gov.ie.email address is an efficient first point of contact for all customers to send 

queries or request for information to. It also acts as centralised system for dealing with any 

comments and complaints regarding quality of service provision. The customer serviced page of 

the Department’s website contains a section on complaints and directs customers in the first 

instance to submit written complaints to the info inbox. 

 Complaints are investigated and we seek to resolve the complaints in line with the customer 

complaints procedure outlined in the Customer Action Plan. 

 A log of complaints is now being established to better record the level of complaints received 

and action taken. 

  

mailto:info@drcd.gov.ie.email
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7. Appeals/Reviews 

OBJECTIVE: Maintain a formalised, well-publicised, accessible, transparent and simple-to-use system of 

appeal/review for customers who are dissatisfied with decisions in relation to services.  

Key Performance Indicators: 

 Awareness and understanding of appeals procedures among staff and stakeholders. 

 Appeals are dealt with in an open, accountable and accessible manner. 

 Appeals are dealt with in accordance with our prescribed procedures. 

 Appropriate training is provided to staff dealing with appeals. 

Progress Made: 

 In cases where customers are not satisfied with the way a complaint has been handled, they 

have the right to appeal. 

 Where customers are still dissatisfied with a response, they can contact the Office of the 

Ombudsman. The Department engages with the Office of the Ombudsman, which provides an 

impartial and independent dispute resolution service, to investigate and respond to any service 

complaints received. 

 There is not one central Department appeal mechanism. Scheme outlines for specific funding 

programmes are made available on the Department’s website, which provide details of 

eligibility, application process, and appeals process for that scheme.  

 Procedures are reviewed in response to complaints received and appropriate action taken to 

avoid recurrences. 
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8. Consultation and Evaluation  

OBJECTIVE: Provide a structured approach to meaningful consultation with, and participation by, the 

customer in relation to the development, delivery and review of services. Ensure meaningful evaluation 

of service delivery.  

Key Performance Indicators: 

 Evidence of feedback from our customers and all our various stakeholders present in policies 

and decisions. 

 Any new investment programmes, schemes or initiatives will be clear in their objectives to 

enhance rural and community development. 

Progress Made: 

 DRCD Policy formation has been underpinned by extensive engagement and in depth 

consultation with its stakeholders, our external customers, to ensure that we as a Department 

are fully informed of their needs. A recent example of the level of engagement was the 

development of Our Rural Future, the national cross-government rural development policy for 

2022 – 2025.The policy was informed by a series of consultations with key stakeholders 

(including Government Departments, agencies, rural stakeholder groups, and young 

people).This was done through a variety of formats including regional workshop events, town 

hall events, targeted focus groups and an online survey. 

 The Department of Rural and Community Development’s Organisation Capability Review (OCR) 

Report was approved by Government in June 2020. The report highlights our innovative 

approaches to developing policy, a good record of delivering for stakeholders, and a high regard 

for us as a Department by stakeholders who highlight the quality of our engagement, 

interaction and expertise.  

 Separately the DRCD Research and Evaluation Unit entered into a joint research agreement 

with the Economic and Social Policy Research Institute (ESRI) to undertake research and 

analysis to help inform policy making decisions of the Department.  

 A new programme was initiated on Business Process Improvement in order to develop 

organizational capacity and assist in achieving greater efficiencies in our business processes.  

 The role of the new Inspection and Compliance Unit was strengthened with the 

implementation of an inspection and control programme for a range of the Department’s 

schemes.  
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9. Choice 

OBJECTIVE: Provide choice, where feasible, in service delivery. Use available and emerging technologies 

to ensure maximum access and choice and quality of delivery.  

Key Performance Indicators: 

 Information on all our funding programmes, schemes, awards and initiatives on our website is 

relevant, accurate and up-to-date.  

 Fully utilise the potential offered by information and communications technology across all our 

services. 

Progress Made: 

 We seek to ensure we are responsive to the needs of our customers in terms of how we deliver 

our services, funding and supports.  Information on all our funding programmes and allocations, 

policies and initiatives on our website is kept up-to-date. 

 Infographics on funding allocations across the Department’s main support programmes are 

produced on an annual basis and published in the Annual Report. 

 The Department has commenced an ambitious digital transformation programme to improve 

the delivery of our funding programmes and the service provided to our internal and external 

customers.  
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10.  Official Languages Equality  

OBJECTIVE: Provide quality services through Irish and/or bilingually and inform customers of their right 

to choose to be dealt with through one or other of the official languages.  

Key Performance Indicators: 

 Our website is available in Irish and English. 

 Our annual report is published in both Irish and English. 

 Publish, where possible, the communications and documents of public interest, including 

application forms and guidelines for many of the Department’s awards and schemes in both Irish 

and English.  

 Training in Irish language available to staff. 

Progress Made: 

 Our website is available in both Irish and English language versions, and key corporate policies such 

as the Department’s Annual Report and Statement of Strategy are published on the website in both 

languages. 

 In addition the main strategic policies developed by the Department are also made available on the 

website in both Irish and English languages versions – these include Our Rural Future, the National 

Social Enterprise Policy, and Sustainable, Inclusive and Empowered Communities: 5 Year Strategy 

to Support the Community and Voluntary Sector 2019-2024. 

 The Department is committed to providing services through Irish to those who require such a 

service and implementing the requirements of the Official Languages Amendment Act, 2021.The 

Department’s Irish Language Scheme Initiatives include:  

o Implementing the provisions of the Official Languages Amendment Act, 2021.  

o Providing language training for employees - staff in relevant roles have completed training 

on the Official Languages Act, Irish language and Irish Sign Language.  

 However, our customer satisfaction survey responses posed questions around the quality of our 

service delivery through Irish. This is something DRCD needs to prioritise in terms of resources and 

training.  

 DRCD would also need to have the legal obligation highlighted regularly so staff fully understand 

and are aware of our commitment to provide a service in Irish to those customers who ask for it.   

 While some areas of the Department make available Irish language application forms/scheme 

outlines further progress is required in order to establish this approach as best practice across all 

DRCD funding programmes. 

 The Department aims to ensure that if a member of the public wishes to conduct their business 

through Irish by telephone that an official in the Department this is facilitated – responding in Irish 

to callers who wish to speak in Irish, where possible, or offer to have the call returned within one 
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working day by a member of staff who could deal with queries in Irish. In the Department’s Office 

in the Gaeltachta, where the Islands Unit is located, the first greeting is in Irish.  

 The Department has compiled a list of Irish speaking staff to assist members of the public in this 

regard and this is available to all staff on the Intranet. The list needs to be refreshed regularly to 

reflect staff turnover so people are available and contactable if required to assist. 

 Following recent revisions to the Official Languages Act the Department will be developing a new 

Irish Language Standard, which will set out measures to further progress Irish language 

requirements in the Act and ensure that the are being fully addressed on an incremental basis 
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11.  Better Co-ordination 

OBJECTIVE: Foster a more co-ordinated and integrated approach to delivery of public services.  

Key Performance Indicators: 

 Continued collaboration and innovation with other public agencies in their business and 

management 

Progress Made: 

 Whole-of-government collaboration is a key element in the achievement of sectoral strategies, for 

example the rural development policy, Our Rural Future and Sustainable, Inclusive and Empowered 

Communities, a five-year strategy to support the community and voluntary sector. 

 The Department played a central coordinated role in the Government Community Call initiative 

which provided a State organised and community-based support programme for the vulnerable 

during Covid-19.   

 LCDC structures were established on foot of local government reform as the primary vehicle for 

collaboration between all national public service providers at local level. LCDCs and the Local 

Economic and Community Plans (LECP) provide a governance, planning and evidence based 

framework for the co-ordination and management of local funding including EU supported 

community-led local development funding to 2027.  

 The Public Participation Network (PPN) also augments the LCDC and Local Authority supports for 

community led projects around the country. 

 As a Department DRCD responded using a coordinated approach to continue to fund communities 

throughout Ireland to maintain vital supports and services and supported the economic and social 

recovery to enable critical services to be delivered to vulnerable groups during the pandemic.   

 

Increased internal communication measures were implemented to ensure that staff were kept 

informed of the Department’s activities. The Department also continued to proactively engage with 

external stakeholders, with a significant increase in online communications by the Department, 

using the gov.ie website and the Department’s social media channels to full effect and increased 

use of video and infographic content. 
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12.  Internal Customers 

OBJECTIVE: Ensure that employees are recognised as internal customers and that they are properly 

supported and consulted with regard to service delivery issues.  

Key Performance Indicators: 

 Incoming employees are made aware of our customer service principles and mentored to allow 

for continued delivery of quality customer service. 

 Delivery of staff training needs as identified through the PMDS process. 

 A workplace based on inclusion, openness, respect and duty of care. 

 Appropriate reviews take place of our HR policies and procedures and we ensure staff have 

access to same. 

Progress Made: 

 The Staff Engagement Forum was established in February 2019. The primary purpose of the Forum 

is to improve communications and enhance staff involvement and participation in decision making 

in DRCD.   

 The Department’s first HR strategy, Our People Strategy 2019-2021 was published, and in 

September 2022 a renewed People Strategy for 2022 – 2025 was finalised, under pinned by 

extensive engagement with staff.  

 The Department actively engaged in the Strategic Workforce Planning (WFP) exercise in conjunction 

with the Department of Public Expenditure and Reforms’ WFP model.  

 Regular staff conferences have taken place to keep DRCD staff informed on key developments and 

initiatives and foster engagement. In July 2022 an online staff conference was held to mark the 

Department’s 5 years in existence. A return to in-person staff conferences is planned from Q4 2022.  

 With the onset of the Covid-19 pandemic, the Department moved quickly to a remote working 

environment and to re-model working arrangements accordingly. 

 DRCD continued to work with staff to build a learning culture and to build awareness of the 

importance and benefits of employee wellbeing. The organisation has a progressive Health and 

Wellbeing Programme in place which is aimed at supporting positive physical, social and mental 

health within our culture so that staff can reach their full potential in the workplace and live healthy 

and balanced lives. The Programme was nominated for a Civil Service Excellence and Innovation 

Award in 2021. 

 The Performance Management and Development System (PMDS) is utilised as a mechanism for 

employees, jointly with their manager, to identify and plan for learning and development needs in 

support of continuous learning and career development. 

 Incoming employees are fully inducted by Training Unit and made aware of our customer service 

principles and mentored in their Unit to allow for continued delivery of quality customer service. 
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 DRCD has provided staff with specialised training to maximise their potential to deliver excellent 

service to our customer. Training provided includes, Age Friendly training, Certificate in Public 

Employment Services Provision, Delivering Excellent Customer Service, Developing your 

Facilitation Skills, Disability Awareness, Diversity, Equality and Human Rights in the Public Service, 

Introduction to Quality Customer Service and Strategic Public Sector Communications. 

 

Ongoing Monitoring and Evaluating of Progress 

The Department had put a number of monitoring mechanisms in place in order to ensure we met the 

targets we have put in place in this Action Plan. 

 Our commitment in the Charter is reflected in the Department’s Statement of Strategy for 2021-

2023. In 2023 and going forward,  it will be recorded as an action in divisional business plans and 

right through to the individual level in the implementation of the Performance Management 

Development System (PMDS).  

The following items are monitored on a regular basis: 

 Log of customer maintained and significant complaints brought to the attention of the 

Management Board. 

 The provision of ongoing training to staff to maintain quality service across all of the 

Department's activities. 

 Progress towards the implementation of objectives and actions set out in the Customer Charter 

and Action Plan. 

 

Summary of Areas to be Further Progressed 

The review of the Customer Action Plan highlighted a small number of areas which require a strengthened 

focus going forward, including: 

 Irish language provision, in particular making further progress towards targets on the percentage 

of press releases and speeches in Irish and a greater level of consistency in terms of provision of 

Irish language material across DRCD’s funding schemes. Upcoming work on the development of 

DRCD’s new Irish Language Standard, resulting from changes to the Official Languages Act, will 

provide an opportunity to set out measures to further progress Irish language provision and 

ensure that the requirements of the Act are being fully addressed on an incremental basis 

 More regular review of the Customer Action Plan in order to ensure commitments are delivered 

on over the course of the three year time. It is proposed to undertake a review of the next 

iteration of the Customer Action Plan for the period 2022 – 2025 at the mid-term stage rather 
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than at the conclusion of its lifecycle. This will enable greater insight into progress being made 

and highlight any areas which require increased consideration. 

 A continued focus on raising awareness of customer service, and promotion of available learning 

and development opportunities to staff, is required in order to maintain quality customer service 

standards throughout the work of the Department. 

 A comprehensive log of customer complaints will be maintained to better monitor customer 

service delivery issues arising on an ongoing basis. 

The above items will be reflected in the next iteration of the Customer Action Plan which is being finalised 

for the 2022 – 2025 period. 

 

Conclusion and Next steps 

 One of the fundamental themes in delivering better government is the achievement of excellence 

in service for customers. The Customer Satisfaction Survey has highlighted the strong level of 

delivery in this area, while the comments received have been provided to all staff in all Units so 

they can consider the specific feedback received.  

 Our customer satisfaction survey posed questions around the quality of our service delivery 

through Irish. Implementing equality and supporting diversity in our Department and in the 

programmes we deliver is also an ongoing task. A renewed focus will be placed on these going 

forward and that they will be reflected in the new Customer Action Plan.  

 The OCR was a comprehensive process to review if DRCD was working well on delivering on its 

mission. The delivery of the OCR Implementation Plan will be central to improving delivery for 

our customers. 

 To build on the ongoing review of our customer service delivery, DRCD could in future create two 

surveys to (i) ascertain internal customer’s views on internal customer service and also (ii) to 

ascertain from units their success on delivering on the customer service principles which pertain 

to their remit.  

 Informed by the internal and external inputs obtained during the review process, a revised 

Customer Charter and Action Plan for the coming three years will be developed. When finalised, 

it will be published on the Department’s website, along with a leaflet outlining DRCD’s Customer 

Service Commitments, and circulated to all DRCD staff as a reminder of our customer service 

commitments. 


