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Customer Service Action Plan

This Customer Service Action Plan 2016-2021 sets out the steps that we will take up to the end of
2021 to deliver on the commitments set out in the Customer Charter. The actions, indicators and
timelines are set out in accordance with the 12 Guiding Principles of Quality Customer Service agreed
in 2000. This plan includes details of how we will measure our performance and report the results.
Implementation of this Action Plan is one of the key strategies we will pursue to support the
achievement of the objectives in our Statement of Strategy. Department officials will implement the
plan and undertake their duties in accordance with the Civil Service Code of Standards and Behaviour
as well as The Ombudsman’s Guide to Standards of Best Practice for Public Servants

IMPLEMENTING THE GUIDING 12 PRINCIPLES OF
QUALITY CUSTOMER SERVICE

1. Quality Service Standards

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.

In order to address this principle we will implement the following commitments:

Action Indicator Timeline
Ensure that the Customer Charter is Charter and Action Plan available Continuously
available at reception desks in our main |and prominently displayed in

offices, on the Department's website, appropriate areas.

and from the Quality Customer Service
Officers in the Department listed at
Appendix 2.

Ensure that this Customer Service Action
Plan is published on our website and
available in other formats on request.

Monitor and evaluate the Quality Service |Surveys carried out. Every three
Standards we set in the Charter and years.

Action Plan. Feedback area on website. Continuously
Report on Customer Service progress Progress reported in Annual Report. | Annually
each year.

Promote an increased awareness of QCS posters in all locations. Continuously

Quality Service Standards and the twelve | QCS tips in Weekly Wrap (the



http://www.per.gov.ie/en/quality-customer-service/
http://www.housing.gov.ie/sites/default/files/migrated-files/en/Publications/StatisticsandRegularPublications/StrategyStatements/FileDownLoad%2C41001%2Cen.pdf
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https://www.ombudsman.gov.ie/en/publications/guidelines-for-public-bodies/guide-to-standards-of-best-practice-for-public-servants/

Principles of Quality Customer Service
among Department staff.

Department’s internal electronic
newsletter) and on the
Department’s intranet.

Training provided to staff.

Continue to work with local authorities

and partner bodies to improve Customer

Service.

Best practice promoted and
customer service recommendations
advanced.

Continuously

2. Equality/Diversity

Ensure the rights to equal treatment established by equality legislation and accommodate diversity.
We will do so to contribute to equality for the groups covered by the equality legislation. We will
identify and work to eliminate barriers to access to services for people experiencing poverty and
social exclusion, and for those facing geographic barriers to services.

Action

Performance Indicator

Timeline

Promote staff awareness of the
Department’s Equality Officer role.

Staff aware of Equality Officer role
and information disseminated.

Continuously

Promote staff awareness of equality
and diversity through information
sessions, training, and articles in the
Weekly Wrap.

Training events/information
sessions held.

Articles published.

Continuously

Regularly review the effectiveness of
equality policies in the Department
through the Partnership® process.

Policies reviewed by Partnership
Committee.

Continuously

Implement the principles of the Code
of Practice for the Employment of
People with a Disability in the Irish Civil
Service and monitor compliance with
the employment targets under part 5
of the Disability Act 2005.

Principles implemented.

Employment targets achieved.

Continuously

Implement an annual work programme
through the Department’s Access
Implementation Team that focuses on
improving the services to people with
disabilities.

Annual Work Programme
implemented.

Measurable improvements
demonstrated in QCS surveys and
internal staff surveys.

Annually

Surveys
every three
years

Ensure that equality and diversity are
central to the Department’s policy and
legislative development.

Equality legislation and principles
adhered to.

Continuously

'The Partnership process is a way of involving staff in decision-making and problem-solving in the workplace by
consultation and communication through a representative Committee that usually meets 4 times per year.




3. Physical Access

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.

Action Performance Indicator Timeline
Maintain our accommodation to a Feedback from customers and staff | Continuously,
standard acceptable to both customers | and surveys. with survey

and staff. taken every

three years

Health and Safety Statements in
place and implemented.

Ensure up-to-date health and safety
statements are in place in respect of all
of the Department’s offices, and that
adequate safety procedures are in
place in case of emergencies.

Continuously

Provide suitable communication aids
for people with hearing impairments in
places such as reception areas and
meeting rooms.

Communication aids provided as
required.

Continuously

Ensure that all new building works
undertaken are disability proofed.

Disability proofing undertaken. As required

4. Information

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 available on
our websites follows the guidelines on web publication. Continue the drive for simplification of
rules, regulations, forms, information leaflets and procedures.

Action

Performance Indicator

Timeline

Use clear language in forms
and information leaflets,
availing, where possible, of
agreed standards in relation
to “Easy to Read” options etc.

Feedback from customers,
including through survey
results.

Continuously, with survey
taken every three years

Greater, more meaningful
engagement with social
media in order to present key
information to a wider
audience as well as promote
a greater level of interaction

Review of social media
activities regularly to ensure
currency of information and
use.

2016 and ongoing




with our stakeholders

Ensure that the Department’s
websites are up to date and
that the information available
is clear, timely and accurate.

Feedback from customers
through survey results.

Quarterly, with survey taken
every three years

Seek the views of customers
in any customer surveys
carried out by the
Department on the
accessibility of information.

Accessibility of information
measured in surveys.

Survey every three years

Implement the Department’s
Legislative Programme, in
accordance with the better
regulation principles.

Programme implemented in
line with best practice.

Continuously

5. Timeliness and Courtesy

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 ongoing transactions

Action

Performance Indicator

Timeline

Ensure that staff are aware of
the guidelines and
procedures in relation to
answering phone calls and
correspondence.

Guidelines circulated and on
intranet.

Reminders/tips issued in the
Weekly Wrap and/or staff
information sessions.

Continuously

Aim to consistently meet the
standards of service set out
in our Customer Charter and
review our performance.

Customer feedback through
communications from
stakeholders as well as
surveys.

Continuously, with survey
taken every three years

Meet all statutory
requirements in relation to
answering FOl and AIE
requests.

Statutory requirements met.

Continuously

Continue to reduce the
amount of late payments.

Ongoing improvements.

Continuously

Promote and support the use
of E-Reps and E-invitations
systems.

Reminders and tips issued in
Weekly Wrap.
Technical support provided.

Continuously




6. Complaints

Maintain a well-publicised, accessible, transparent and simple-to-use system of dealing with
complaints about the quality of service provided.

Action

Performance Indicator

Timeline

Ensure all staff are aware of
the Customer Complaints
Procedure by publishing the
Customer Charter and guide
for staff in handling
complaints on the intranet
and displaying our Customer
Charter prominently in our
offices.

Customer Charter available
on the intranet.

Guide for staff in handling
complaints available on the
intranet.

Reminders/tips re complaints
produced regularly in the
Weekly Wrap.

QCS posters placed
prominently.

Continuously

Publicise our complaints
procedure widely through
our website
www.housing.gov.ie

and our Customer Charter

Customer Charter in
prominent area of website.

March 2016

Monitor queries and

complaints received through
the Department’s QCS email
account and by QCS Officers.

Queries addressed and
complaints dealt with.

Continuously

Address all complaints arising
in line with the procedures
set out in the Customer
Charter.

Complaints dealt with
accordingly.

Continuously

7. Appeals

Similarly, 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.

Action

Performance Indicator

Timeline

Ensure customers are aware of
the options available to them
when they are dissatisfied with
a decision made by the
Department in relation to
services eg FOI.

Appeals mechanism
incorporated into schemes.

Continuously



http://www.environ.ie/

8. Consultation and Evaluation
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.

Action

Performance Indicator

Timeline

Continue to consult with
stakeholders in line with the
Guidelines on Consultation for
Public Sector Bodies.

Consultations carried out in line
with guidelines.

Outcomes of public
consultations published and/or
incorporated into
policy/legislative development.

Continuously

Use available means, including
technology, to assist input from
interested stakeholders.

Consultation process becomes
easier and more widely
accessible through use of new
technologies.

Continuously

Continue to survey Local
Authorities and agencies in
relation to our customer
service every three years and
address issues identified on an
ongoing basis.

Surveys carried out, analysed
and issues arising addressed.

Surveys every three years

Continue to survey customers
in relation to the quality of
service received from us.

Comment card available on
website.

Large scale survey carried out
every three years.

Continuously

Surveys every three years.

9. Choice

Provide choice, where feasible, in service delivery including payment methods, location of contact

points, opening hours and delivery times. Use available and emerging technologies to ensure
maximum access and choice, and quality of delivery.

Action

Performance Indicator

Timeline

Ensure that information is
available, upon request, in a
format appropriate to the

Satisfaction as measured
by survey.

Surveys every three years

customer e.g., Braille, email, Customer feedback. Continuously
paper copy, easy to read, audio.
Continue to enhance the Customer feedback. Continuously

Department’s websites, having
regard to customer feedback, to

Satisfaction as measured

Surveys every three years




provide a broader range of

choice to customers in accessing

information and services.

by survey.

10.

Official Languages Equality

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.

Action

Performance Indicator

Timeline

Implement the Department’s
Scheme 2013-2016 under the
Official Languages Act 2003.

Scheme implemented in line
with commitments set out.

Continuously

Continue to encourage and
support staff to learn Irish
and/or improve their Irish
language skills.

Training provided, in
particular to staff dealing
directly with customers.

Continuously

Engage with the Office of An
Coimisinéir Teanga.

Engagement on an ongoing
basis.
Annual Return completed.

Continuously

Annually

11. Better Coordination

Foster a more coordinated and integrated approach to delivery of public services.

Action

Performance Indicator

Timeline

Continue to engage with
other Departments, in
particular through Cabinet
sub-committees and relevant
cross-departmental
structures to address matters
of common concern.

Coordinated approach to
policy / legislative
development and
implementation.

Continuously

Continue to strengthen
communication and
consultation with the local
government sector to ensure
optimal delivery of services
to the citizen.

Satisfaction of local
government sector with level
of communication and
consultation as measured
through surveys.

Surveys every three years

Continue to engage with
bodies under the aegis of the
Department to enable

effective implementation of

Satisfaction of bodies in
terms of level of
communication and support
from Department, as

Surveys every three years




mandate.

measured through surveys.

Continue to engage with
other sectors including
Environmental Non-
Government Organisations,
voluntary and co-operative
structures and business
sectors.

Satisfaction of these groups
in terms of level of
communication and support
from Department, as
measured through surveys.

Surveys every three years

12. Internal Customer

Ensure staff are recognised as internal customers and that they are properly supported and
consulted with regard to service delivery issues.

Action

Performance Indicator

Timeline

Continue to support the
Partnership process.

Active partnership process in
place, including relevant
subgroups to address specific
issues.

Continuously

Continue to develop the

Department’s internal

communications functions,

including:

e Ongoing development of
intranet

e Production of Weekly
Wrap

e QOrganisation of staff
information sessions

Comprehensive and
informative internal
communications initiatives
implemented.

Continuously

Identify training and
development needs of staff
through the PMDS system.

Training provided as
requested.

Continuously

Conduct regular surveys to
determine internal customer
satisfaction and address
issues arising.

Surveys completed, analysed
and issues arising addressed.
Provide support for staff
surveys undertaken within
the Renewal Programme.

Surveys every three years.

As required.

Continue to enhance internal
co-ordination, and
information-sharing
mechanisms.

Enhanced information-
sharing and programme

delivery mechanisms in place.

Continuously




13. Data Protection

In addition to the 12 principles, the Department is also committed to the management of
the collection, processing, storage, use and disclosure of certain information relating to
individuals, as required under the Data Protection Acts 1988 and 2003.

Action Performance Indicator Timeline
Review of Guidelines on Guidelines updated and Summer 2016
security of personal and circulated to all staff.

other confidential data.

Review of CCTV signage at Appropriate signage in place. | Summer 2016

Department’s offices.

10




APPENDICES

Appendix 1 - Location and Contact Details of the Department's Main Offices

Dublin:

Department of Housing, Local Government and Heritage, Custom House, Dublin,
D01 W6XO0.

LoCall: 1890 20 20 21 Tel: (01) 888 2000 Fax: (01) 888 2888

Email: gcsofficer@housing.gov.ie, press@housing.gov.ie, minister@housing.gov.ie

Ballina:

Department of Housing, Local Government and Heritage, Government Offices, Ballina, Co. Mayo,
F26 E8NG6.

LoCall: 1890 30 50 30 LoCall: 1890 20 20 21 Tel: (096) 24200

Fax: (096) 24221 and (096) 24222

Email: gcsofficer@housing.gov.ie, press@housing.gov.ie, minister@housing.gov.ie

Wexford:

Department of Housing, Local Government and Heritage, Newtown Road, Wexford,
Y35 AP90.

LoCall: 1890 20 20 21

Tel: (01) 888 2000 and (053) 911 7500

Fax: (053) 914 4639

Email: gcsofficer@housing.gov.ie, press@housing.gov.ie, minister@housing.gov.ie

Met Eireann:

Glasnevin Hill, Dublin, D09 Y921
Tel: +353-1-8064200

Fax: +353-1-8064247

Contact Met Eireann at http://www.met.ie/contactus/

LoCall allows callers anywhere in the country to contact the Department at the local call rate.
Our offices are open to the public and a telephone service is available from 9:00am to 5.45pm.
Monday to Thursday, and from 9:00am to 5:15pm on Friday.
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Appendix 2 -Quality Customer Service Network

QCS Officer for the Department of Housing, Local Government and Heritage

Mr Stephen Dineen, Communications Unit, Department of Housing, Local Government and Heritage,
Custom House, Dublin, D01 W6XO.

LoCall*: 1890 20 20 21

Tel: (01) 888 2000 Fax: (01) 888 2888

Email: gcsofficer@housing.gov.ie

Dublin — Custom House

Mr Stephen Dineen, Communications Unit, Department of Housing, Local Government and Heritage,
Custom House, Dublin, D01 W6XO0.
LoCall*: 1890 20 20 21*

Tel: (01) 888 2000
Fax: (01) 888 2888
Email: gcsofficer@housing.gov.ie

Ballina

Mr. Paul Geraghty, Department of Housing, Local Government and Heritage, Government Offices,
Ballina, Co. Mayo, F26 ESN6.

LoCall*: 1890 30 50 30*

Locall: 1890 20 20 21 Tel: (096) 24200

Fax: (096) 24221 and (096) 24222

Email: gcsofficer@housing.gov.ie

Wexford

Mr. Noel Prunty, Department of Housing, Local Government and Heritage, Newtown Road, Wexford,
Y35 AP90.

LoCall*: 1890 20 20 21

Tel: (01) 888 2000 and (053) 911 7500

Fax: (053) 914 4639

Email; gcsofficer@housing.gov.ie

Information Officer Strategic & Business Support Unit

Information Officer, Department of Housing, Local Government and Heritage, Newtown Road,
Wexford, Y35 AP90.

LoCall: 1890 20 20 21

Tel: (01) 888 2000 and (053) 911 7300
Fax: (053) 914 4639

Email: gcsofficer@housing.gov.ie

* Please note that the rates charged for the use of 1890 (LoCall) numbers may vary among different
service providers.
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