Oifig na
nOibreacha Poibl{
Office of Public Works

The Office of Public Works - Customer Charter

This Charter sets out the standards of service you can
expect from us. It should be read in conjunction with
our Customer Action Plan which can be found on our
website (www.gov.ie/opw), and outlines our approach
to planning for good customer service across the 12
Civil Service Principles for Quality Customer Service.

OUR COMMITMENTS TO YOU

Communications

Telephone Enquiries

e We will be available to answer telephone enquiries during normal
working hours 1.

e We will identify ourselves and our area of work.

e We will be helpful and courteous at all times and provide you with as

much information as possible; we ask that you reciprocate our courtesy.

e We will respond to voice mail messages promptly.
e |If specific staff are not available to speak with you when you call, we will
ensure that you are assisted in their absence.

Written Correspondence

e We will acknowledge all written enquiries and non-routine
correspondence within one week of receipt and will endeavour to
comprehensively reply to 95% of all correspondence within 20 working
days.

e We will ensure that all correspondence contains contact name,
telephone number, reference number (where appropriate) and email
address.

Personal Callers

e We will be available to meet with you by appointment during normal
working hours and we will be as flexible as possible if you need to have
an appointment scheduled outside these hours.

e We will provide clean, accessible and welcoming public offices that
meet with health and safety standards.

e Our personal interactions will be conducted in a way that upholds the
dignity and welfare of all involved.

Information

General

e We will provide our customers with clear, accurate, comprehensive and
up-to-date information on our policies, schemes and services.

e We will use clear simple language in the design of our information
leaflets.

e We will ensure that all generally available information is accessible in
both electronic and printed format if required.

Freedom of Information

e We will fulfill all statutory requirements in relation to making
information available within the specified time.

e We will make every effort to ensure that simple requests are dealt with
outside the scope of the relevant legislation with minimum
inconvenience to requesters.

Website

e Our website will be up to date, relevant, user friendly and accessible to
all our customers, including those with visual disabilities.

e We will, where appropriate and feasible, provide links from our website
to other relevant sources of information on the internet.

e We will provide for a contact facility for users of the website and will
aim to respond to any issues raised there within 20 working days.

Equality

e We are committed to providing services to all our customers on an
equal status basis. This means that we will accommodate the needs of
specific customers or groups of customers with a view to achieving an
equality of treatment.

e We will ensure that public areas within our premises and sites meet the
requirements of the Disability Act 2005.

e We will, on behalf of our Customer Departments, Offices and Agencies,
ensure that any new buildings or premises we provide will be accessible
by all. We will, on a progressive basis, deal with older buildings and
premises to ensure that they are also rendered accessible.

CUSTOMER CHARTER

MISSION STATEMENT:

To manage the State property portfolio, Ireland’s flood risk, and
our national heritage - all in a sustainable manner. We are
committed to providing you, our Customer, with an excellent
service by maintaining and improving our commitment to, and
delivery of, the highest standards of quality service in a climate of
mutual respect.

Service through Irish

e We will continue to fulfil the requirements of the Official Languages Acts
2003 & 2021 in regard to the needs of our Irish language customers.
e We will implement the terms of our Official Languages Scheme.

Complaints/Appeals Procedures

Complaints ?

e If you are unhappy with the quality of service you have received, you
have the right to complain.

e To make a complaint, email customerfeedback@opw.ie. This will be
directed to the Customer Service Officer (CSO) for the Business area
providing the service with which you are unhappy. If there is no
resolution at that level, an internal appeal may be made by emailing
policy@opw.ie and it will be reviewed by an appropriate senior staff

member. Details for all CSOs are provided in the Customer Action Plan.

e Complaints in relation to services provided within the Heritage remit
can be made directly to the Guide or the Supervisor Guide at the
Heritage site in question.

e All complaints will be dealt with promptly, fairly and impartially.

Appeals

We hope that we will be able to resolve your complaint satisfactorily.
However, if you remain unhappy with our response then you can refer your
complaint to the Office of the Ombudsman. The Ombudsman is fair,
independent, and free to use.

The best way to contact the Ombudsman is by:
Clicking on the ‘Make A Complaint’ link at www.ombudsman.ie

Alternatively write to:

Office of the Ombudsman, 6 Earlsfort Terrace,
Dublin 2, D02 W773.

Or call the Ombudsman on (01) 639 5600 if you have any queries or if you
need help making your complaint.

Feedback

We regard feedback as the key to understanding the needs and expectations
of our customers. To ensure that your views and comments - both positive
and negative - are communicated to us, we encourage staff to use their
day-to-day contact with customers as a means of gathering feedback on the
quality of service provided.

Customers can also email their comments to :

customerfeedback@opw.ie.

Where to find us

The OPW's headquarters is located at

Jonathan Swift Street, Trim, Co. Meath, C15 NX36.
Main Telephone Switch: 046 942 2000

Website: www.gov.ie/opw

All contact addresses and telephone numbers for our Regional Offices
and Heritage sites can be found at Appendix 1 in our Customer Action
Plan. The Action Plan and this Charter can be downloaded, in both
English and Irish, from our website.

1 Normal working hours: 9.12am - 1.00pm and 2.15pm - 5.30pm Monday to Thursday (5.15p.m Friday).
Some local offices staffed primarily by operational project /site staff may not be occupied at all times within these hours.

2 “Complaint” is deemed not to include any legal or other claims for which a separate procedure already exists or is set out in
law.

Oifig na nOibreacha Poibli - Cairt do Chustaiméiri

Leagtar amach sa Chairt seo na caighdedin seirbhise ar
féidir leat bheith ag suil leo uainn. Ba cheart é a Iéamh in
éineacht leis an bPlean Gniomhaiochta do Chustaiméiri, ina
dtugtar achoimre ar ar gcur chuige i leith pleandla do
sheirbhis custaiméiri maith maidir le 12 Prionsabal na
Statseirbhise do Sheirbhis Ardchaighdeain do Chustaiméiri,
ata ar fail ar an suiomh gréasain (www.gov.ie/opw).

AR NGEALLTANAIS DUIT

Cumarsaid

Fiosruchdin Teileaféin

e Beimid ar fail chun fiosrdchdin a dhéanfar ar an teileafén le linn na
ngnathuaireanta oibre a fhreagairt 1.

e Cuirfimid muid féin agus ar réimse oibre in ial.

e Beimid cabhrach agus cuirtéiseach i rith an ama agus tabharfar an méid is mé
eolais gur féidir duit; iarraimid ort caitheamh linn ar an mbealach cuirtéiseach
céanna.

e Freagréfar glérphoist go pras.

e Mura bhfuil foireann ar leith ar fail nuair a ghlaoitear orainn, cinnteofar go
ndéantar freastal ort idir an da linn agus iad as lathair.

Comhfhreagras i Scribhinn

e Cuirfear in iUl go bhfuarthas gach fiosrichan scriofa agus
comhfhreagras as an ngnach laistigh de sheachtain amhdin agus déanfar
iarracht freagra cuimsitheach a thabhairt ar 95% an chomhfhreagrais
laistigh de 20 14 oibre.

e Cinnteofar go mbeidh ainm, uimhir theileafdin, uimhir thagartha (mas
cui) agus seoladh riomhphoist i ngach comhfhreagras.

Cuairteoiri Pearsanta

e Beimid ar fail chun bualadh leat ach coinne a dhéanamh le linn na
ngnathuaireanta oibre agus beimid chomh solubtha is gur féidir linn mas
ga duit coinne a dhéanamh lasmuigh de na huaireanta seo.

e Cuirfear oifigi poibli glana, inrochtana, failteacha ar fail a chomhlionann
na caighdeain shldinte agus shabhailteachta.

e Pléifear le cuairteoiri ar bhealach a sheasann le dinit agus folldine gach
duine ata pairteach.

Eolas

Gineardlta

e Tabharfar eolas soiléir, cruinn, cuimsitheach, cothrom le data dar
gcustaiméiri maidir lenar bpolasaithe, scéimeanna agus seirbhisi.

e Bainfear UGsaid as teanga shoiléir, shimpli i ndearadh ar mbileog eolais.

e Cinnteofar gur féidir teacht ar gach eolas atd ar fail go forleathan i
bhfoirm leictreonach agus cléite mas ga.

Saordil Faisnéise
e Comhlionfar gach riachtanas reachtuil maidir le heolas a chur ar fail
laistigh d’am ar leith.
e Déanfar gach iarracht dul i ngleic le hiarratais shimpli lasmuigh de raon
na reachtaiochta cui gan cur isteach ar an duine a rinne an t-iarratas.

Suiomh Gréasain

e Beidh ar suiomh gréasain cothrom le data, dbhartha, so-usdidte, sothuigthe dar
gcuid custaiméiri uilig, lena n-airitear iad siad a bhfuil lagu radhairc orthu.

e Cuirfear naisc ar fail ar ar suiomhanna gréasain chuig foinsi eolais dbhartha eile
ar an idirlion, mas cui agus mas féidir.

e Cuirfear ais theagmhala ar fail d’dsaideoiri an tsuimh ghréasdin agus déanfar
iarracht freagra a thabhairt ar aon cheisteanna a thagann anios ann laistigh de
20 |4 oibre.

Comhionannas

e Taimid tiomanta do sheirbhisi a chur ar fail dar gcuid custaiméiri go léir
ar bhonn comhchéime. Is éard is bri leis seo na go gcaithfear freastal ar
riachtanais chustaiméiri ar leith né gripai custaiméiri ar mhaithe le
caitheamh le gach duine go cothrom.

e Cinnteofar go gcomhlionfaidh ceantair phoibli ar ar n-aitribh agus
suiomhanna riachtanais an Acht Michumais 2005.

e Cinnteofar, thar ceann ar Ranna Custaiméiri, ar nOifigi agus ar
nGniomhaireachtai, go mbeidh rochtain ag cach ar aon fhoirgneamh né
aitreabh nua a chuirfear ar fail. Beimid ag plé le foirgnimh agus le
haitribh ata nios sine de réir a chéile chun a chinntit go mbeidh siad
inrochtana chomh maith;

CAIRT DO CHUSTAIMEIRI

RAITEAS MISIN:

Punann réadmhaoine an Stait, riosca i gcas tuilte in Eirinn, agus ar
n-oidhreacht naisianta a bhainistiG - go léir ar bhealach
inbhuanaithe. Taimid tiomanta do sheirbhis den chéad scoth a
chur ar fail duitse, ar gCustaiméir, tri chur lenar ndathracht agus
lenar solathar seirbhise den chaighdean is airde i dtimpeallacht ina
léiritear meas ar a chéile.

Seirbhis tri mhean na Gaeilge

e Comhlionfar riachtanais Achtanna na dTeangacha Oifigitila 2003 agus
2021 i gcénai i dtaca le riachtanais ar gcustaiméiri a bhfuil Gaeilge acu.
e Cuirfear téarmai ar Scéim na dTeangacha Qifigitla i bhfeidhm.

Complaints/Appeals Procedures

Geardin 2

e Mura bhfuiltear sasta le caighdedn na seirbhise a chuirimid ar fail, tathar i
dteideal gearan a dhéanamh.

e Chun gearan a dhéanamh, ba cheart riomhphost a chur chuig
customerfeedback@opw.ie. Cuirfear é seo ar aghaidh chuig Oifigeach Seirbhise
do Chustaiméiri (CSO) an Réimse Ghndé a chuireann an tseirbhis ar fail nach
bhfuiltear sasta léi. Mura réititear an fhadhb ag an leibhéal sin, is féidir
achomhairc inmheanach a dhéanamh tri riomhphost a chur chuig
policy@opw.ie agus déanfaidh ball sinsearach na foirne athbhreithniu air. Ta
sonrai na CSOnna uile ar fail sa Phlean Gniomhaiochta do Chustaiméiri.

® Ma3A bhaineann gearan leis an solathar seirbhise laistigh de chuaraimi
Oidhreachta, is féidir € a dhéanamh go direach leis an Treorai né leis an Maor
Treorai ar an suiomh féin.

e Rachfar i ngleic le gach gearan go pras, go cothrom, go neamhchlaonta.

Achombhairc

Ta suil againn go mbeifear abalta do ghearan a réiteach go sasuil. Mar sin
féin, mura mbionn td sasta lenar bhfreagra is féidir do ghearan a chur ar
aghaidh chuig Oifig an Ombudsman. T4 an Ombudsman céir, neamhspleach,
saor in aisce don phobal.

Is é an bealach is fearr le dul i dteagmhdil leis an Ombudsman nd:
Cliceail ar an nasc ‘Make a Complaint’ ag www.ombudsman.ie

N6 scriobh chuig:
Oifig an Ombudsman 6 Ardan Phort an larla,
Baile Atha Cliath 2, D02 W773. .

N cuir glaoch ar an Ombudsman (01) 639 5600 ma bhionn aon cheist agat
né ma bhionn cinamh uait gearan a dhéanambh..

Aiseolas

Feictear duinn go bhfuil an-tdabhacht ag baint le haiseolas 6 thaobh
riachtanas na gcustaiméiri agus an méid a bhfuil siad ag suil leis a thuiscint.
Chun a chinntit go gcuirtear do chuid tuairimi agus trachtanna ar aghaidh
chugainn - dearfach agus didltach araon - spreagaimid an fhoireann leas a
bhaint as an teagmhail laethdil a bhionn acu le custaiméiri chun aiseolas a
bhailiG maidir le caighdean na seirbhise a cuireadh ar fail.

Is féidir le custaiméiri a gcuid trachta a sheoladh ar riomhphost chuig:

customerfeedback@opw.ie.

An ait ina bhfuilimid lonnaithe

Ta priomhoifig an OPW lonnaithe ar

Jonathan Swift, Baile Atha Troim, Co. na Mi, C15 NX36.
Priomh-mhalartdn Teileaféin: 046 942 2000

Suiomh gréasdin: www.gov.ie/opw

Ta seoltai teagmhala agus uimhreacha teileaféin ar nOifigi Réigiinacha agus
suiomhanna Oidhreachta uilig ar fail in Aguisin 1 dar bPlean Gniomhaiochta
do Chustaiméiri. Is féidir an Plean Gniomhaiochta agus an Chairt seo a
ioslodail, i mBéarla agus i nGaeilge, 6nar suiomh gréasain.

1 Gndthuaireanta oibre: 9.12am - 1.00pm agus 2.15pm - 5.30pm Luan go Déardaoin (5.15p.m Dé hAoine).
D’fhéadfadh sé nach mbeadh an fhoireann san oifig le linn na n-uaireanta seo go Iéir i roinnt oifigi dititila a mbeadh foireann
oibriochta tionscadail/suimh ag obair ann den chuid is mé.

2 Meastar nach mbaineann aon éileamh dlithidil nd éilimh eile le ‘Geardn’ 6s rud é go bhfuil nés imeachta ar leith atd leagtha
amach de réir an dii ann do sin.



