Leitrim County Council aims to
successfully fulfil and exceed our
customers’ needs and expectations.
Whether your business is conducted in
person, by telephone or by
correspondence we will seek to ensure
that you are treated:

* promptly and in a courteous manner
* with due regard to privacy and confidentiality
* by friendly and helpful staff

This Charter sets out the standards of service you
may expect from Leitrim County Council.

General Information
We will:
* Provide information that is accurate, up to date and
easily understood
* Ensure that application forms and information leaflets
are widely available
» Continue to review and, where possible, simplify
forms, information leaflets, processes and procedures.
* Ensure that the potential offered by Information
Technology is fully availed of and identify further
services that would be appropriate for
delivery electronically
* Continue to develop our internal and external
websites and ensure that all information is accurate
and up to date.
* Prominently display the hours of service in all public
offices/counters and on our website

Telephone Service
When telephoning our offices you can expect that we will:
* Answer quickly and courteously
* Give our name and section when answering calls
* Be as helpful and informative as possible
* Take your contact number if information is not
immediately available, and write or ring with a reply
within a nominated time
* If necessary to transfer you to a different department
we will tell you why and give you its name and
telephone number
* Provide voicemail facility to allow you to leave a

message outside of normal office hours, or where staff

are absent. Messages will be responded to promptly.

Personal Callers
If you visit our offices you can expect that we will:
* Ensure that the reception area is properly staffed
during office opening hours
* ldentify ourselves and be courteous and fair in all
our dealings
* Respect your privacy and ensure that all matters are
dealt with in a confidential manner
* Provide private interview room where possible
and appropriate
* Deal with your enquiry as quickly as possible
* Aim to keep appointments punctually

You are requested to deal with our front-line staff as far as
possible in relation to enquiries. For non-routine matters, or
if you need to meet a specific person, you are advised that
you should make an appointment in advance to ensure that
the appropriate person is present and available.

Written and Electronic Correspondence
If you write to us with an enquiry you can expect that we
will:

* Issue a comprehensive reply within, at most, 4 weeks
of our receiving your letter — this undertaking does
not in any way affect statutory deadlines.

* Use simple language and avoid the use of technical
terms where possible

* Ensure that all correspondence carries a contact name
and a contact number, and a reference number
where appropriate.

Applications/Claims:
In making applications/claims you can expect that we will:
» Seek only necessary information and explain precisely
what is required
* Make a decision as quickly as possible on receipt of a
valid application (i.e. fully completed and supported by
necessary documentation) and within statutory
deadlines.
* Deal with all applications fairly and consistently in
accordance with the relevant rules and regulations and
give reasons for our decisions.

Equality and Impartiality

We will ensure the rights to equal treatment established by
equality legislation are adhered to and that people in similar
circumstances are dealt with in a like manner

Physical Access

We will, as far as possible, provide clean, accessible public
offices that ensure privacy, comply with occupational and
safety standards and facilitate access for all our customers.

Choice

We will seek to provide choice, where feasible, in service
delivery including payment methods, location of contact
points and opening hours.

Services through Irish

All customers have the right to do their business with us
through the medium of Irish or English.Ve will aim to have
staff available to deal with you should you contact us
through lIrish.

Appeal/Review

We will operate a system of appeal/review for customers
who are dissatisfied with decisions in relation to services
whereby such decisions can be looked at again and
reviewed.

Accountability

We will monitor compliance and complete annual reviews of
standards and performance and publish details of
performance achieved against service indicators across the
range of Council services in our Annual Report.

Help us to Help you

We welcome and encourage you to provide us with your
views on our standard of service delivery. Comment Cards
will be provided for your use at all of our public offices and
we will conduct Customer Surveys to assess the quality of
services being provided.

To assist us in meeting our service standards it would be
appreciated if you would provide us with as much
information as possible in dealing with your query.You are
requested to quote any relevant reference number in all
communications and to ensure that application forms are
fully, accurately and legibly completed and signed prior to
submission. Please ensure that all supporting documentation
requested is submitted and that you advise us of any changes
in circumstances which might have a bearing on your
application.You are also requested to treat our staff in the
way that you would like to be treated yourself.

Complaints

Complaints in relation to the quality of any of our services
should be made to our Customer Services Liaison Officer
(contact details below) who will review the matter. All
complaints received will be acknowledged within | week and
processed within 4 weeks.Where a mistake has been made
an apology and explanation will be offered and every effort
will be made to rectify the matter.Where a complaint
highlights that our processes or procedures are deficient,
every effort will be made to remedy the situation as quickly
as possible. An appeals procedure in relation to customer
complaints is also available.

A Customer Complaint Form is available in all of our public
offices and on our website.

Customer Services Liaison Officer,

Leitrim County Council,

Aras an Chontae,

Carrick-on-Shannon,

Co. Leitrim.

Ph. 071-9620005 ext 135 Fax. 071-9621982
e-mail customerservice@leitrimcoco.ie
website: http//www.leitrimcoco.ie/

If you remain unsatisfied with our response to your
complaint, you may lodge a complaint with the Ombudsman.

The office of the Ombudsman is an independent agency
established to deal with cases of mal-administration with
certain public bodies. A complaint may be lodged with the
Ombudsman’s Office at any time.The address for the
Ombudsman’s Office is as follows -

Office of the Ombudsman

18 Lower Leeson Street, Dublin 2.

Tel. 0l 6785222 / Fax No. 0l 6610570
Lo-call 1890 223 030

Email: ombudsman@ombudsman.irlgov.ie
Website: http://www.ombudsman.gov.ie/

Further Information

Full details of our Customer Services undertakings are
outlined in our Customer Services Action Plan which is
available on the website or from any of our public offices.

Leitrim County Council,
Aras an Chontae,
Carrick-on-Shannon,
Co. Leitrim

April 2005



Ta sé mar aidhm ag Combhairle
Chontae Liatroma riachtanais agus
ionchais ar gcuid custaiméiri a
chombhlionadh agus dul nios fearr fia.
Cibé sli a ndéanfaidh ta do ghné linn, tu
féin, ar an teileafén no tri
chomhfhreagras déanfaimid iarracht a

chinntiu go gcaithfear leat:

 go tapaidh agus go béasach
* le haird ar do phriobhdideacht agus rundacht
* ag foireann chairdidil agus chabhrach

Leagann an Chairt seo amach na caighdedin seirbhise is féidir
leat a bheith ag suil leo 6 Chomhairle Chontae Liatroma

Eolas Ginearalta
Déanfaimid:
* Eolas a sholathar a bheidh cruinn, cothrom le data agus
éasca le tuiscint
A chinntiti go mbeidh féil éasca ar fhoirmeacha iarratais
agus ar bhileoga eolais
* Tuilleadh athbhreithnithe ar fhoirmeacha, bileoga eolais,
proisis agus nésanna imeachta, agus déanfaimid iad a
shimplit nuair is féidir sin
* A chinntii go mbainfear an leas is mé gur féidir a bhaint
as Teicneolaiocht an Eolais agus déanfaimid breis seirbhisi
a bheadh oiritinach do sheachadadh leictreonach a aithint
 Tuilleadh forbartha ar ar ldithredin ghréasain inmheanacha
agus seachtracha agus déanfaimid a chinntii go mbeidh an
t-eolas ar fad cruinn agus cothrom le data
* Na huaire seirbhise a thaispedint go soiléir i ngach oifig
¢ phoibli/cuntair agus ar ér ldithredin ghréasain

Seirbhis Teileaféin
Agus tu ag glao ar ar n-oifigf is féidir leat a bheith ag suil:
* Go bhfreagroimid go tapaidh agus go béasach
* Go dtabharfaimid ar n-ainmneacha agus ar rannéga agus
muid ag freagairt glaonna
* Go mbeimid chomh cabhrach agus eolasach agus is
féidir linn
e Go dtoégfaimid d’'uimhir theagmhdla mura mbeidh eolas ar
fail laithreach agus go scriobhfaimid né go nglaofaimid le
freagra laistigh d’am ainmnithe
e Mas ga td a aistrit go dti roinn eile go n-inseoimid duit
cén fath agus go dtabharfaimid ainm agus uimhir
theileaféin na roinne duit
* Go solathréimid saordid glérphoist ionas gur féidir leat
teachtaireacht a fhagail taobh amuigh de ghnathuaire, n6
sa chas go mbeidh foireann as lathair. Tabharfar freagra
pras ar theachtaireachtai

Glaoiteoiri Pearsanta
Ma thugann tu cuairt ar ar n-oifigi is féidir leat a bheith ag suil:
* Go gcinnteoimid go mbeidh déthain foirne sa limistéar
failte le linn uaire oscailte oifige
* Go geuirfimid muid féin in aithne agus go mbeimid
béasach agus cothrom inar gcuid gnéthai ar fad
¢ Go mbeidh meas againn ar do phriobhaideacht agus go
ndéiledlfar le gach ni ar bhealach rinda
* Go solathréimid seomra agallaimh priobhdideach nuair is
féidir sin agus nuair a bheidh sé cui
* Go ndéileilfar le d’thiosrti chomh tapaidh agus is féidir
* Go mbeidh sé mar aidhm againn coinni a choinnedil in am

larrtar ort déiledil lenar bhfoireann tosaigh oiread agus is féidir
maidir le fiosrichain. | gcomhair nithe nach gnathnithe iad, né
md theastaionn uait bualadh le duine dirithe, ba choéir duit
coinne a dhéanamh roimh ré lena chinntiti go mbeidh an duine
cui i lathair agus ar fail.

Comhfhreagras Scriofa agus Leictreonach
Ma scriobhann ti chugainn le fiosra is féidir leat a bheith ag suil:
* Go n-eiseoimid freagra cuimsitheach laistigh de, ar a
mhéid, 4 sheachtaini 6n am a gheobhaimid do litir — ni
chuireann an gnéthas sin isteach ar spriocamanna
reachtula
* Go n-Gsaidfimid teanga shimpli agus go seachnéimid
téarmai teicnilla a Usdid nuair is féidir sin.
* Go gcinnteoimid go mbeidh ainm agus uimhir theagmhala
ar gach comhfhreagras agus go mbeidh uimhir thagartha
leis de réir mar a bheidh sin cui.

larratais/Eilimh:
Agus ag déanamh iarratais/éilimh duit is féidir leat a bheith ag
stil:
* Go n-iarrfaimid an t-eolas a bheidh gé leis agus é sin
amhdin agus go mineoimid go cruinn cad a
theastoéidh uainn
* Go ndéanfaimid cinneadh chomh luath agus is féidir tar
éis duinn iarratas baili (i.e. comhlanaithe go hiomlan agus
doiciméid riachtanacha ag tacu leis) a fhail agus laistigh de
spriocamanna reachtula.
* Go ndéiledlfaimid go cothrom agus go leantnach le gach
iarratas de réir na rialacha agus rialachan iomchui agus go
dtabharfaimid fathanna lenar gcinnti.

Combhionannas agus Neamhchlaontacht
Cinnteoimid go gcloifear leis na cearta chun caitheamh go
cothrom arna bhunu ag reachtaiocht chomhionann agus go
ndéiledlfar le daoine in imthosca comhchostila ar bhealach
leantinach

Rochtain Fhisiciuil

Solathréimid, a mhéid agus is féidir sin, oifigi poibli inrochtaine,
glana, a chinnteoidh priobhdideacht, a chloifidh le caighdeain
sabhailteachta agus ceirde agus a chuirfidh rochtain ar fail dar
geuid custaiméiri ar fad.

Rogha

Déanfaimid iarracht rogha a sholathar, nuair is féidir sin, ¢
thaobh sheachadadh seirbhise lena n-diritear modhanna
iocaiochta, suiomh na bpointi teagmhala agus uaire oscailte.

Seirbhisi tri Ghaeilge

Ta sé de cheart ag gach custaiméir a gné/ghné a dhéanamh tri
mhean na Gaeilge n6 an Bhéarla. Beidh sé mar aidhm againn
foireann a bheith ar fail chun déiledil leat ma dhéanann td
teagmhiil linn tri Ghaeilge.

Achomharc/Athbhreithniu

Oibreoimid céras achomhairc/athbhreithnithe do chustaiméiri a
bheidh mishasta le cinnti maidir le seirbhisi ionas gur féidir
féachaint ar chinnti den sort sin aris agus athbhreithnit a
dhéanamh orthu.

Freagracht

Déanfaimid faireachan ar chomhlionadh agus comhlénfaimid
athbhreithnit bliantdil ar chaighdedin agus ar fheidhmit agus
foilseoimid mionsonrai ar fheidhmiut a bheidh bainte amach de
réir thascairi seirbhisi thar réimse seirbhisi na Comhairle inar
dtuarascail bhliantdil.

Cuidigh linn Cuidiu leat

Ta failte romhat do chuid tuairimi ar ar gcaighdean seachadta
seirbhisi a sholathar duinn. Cuirfear Cartai Tuairimi ar fail duit
inar gecuid oifigi poibli ar fad agus déanfaimid Suirbhéanna
Custaiméiri chun caighdedn na seirbhisi a bhionn ar fail a mheas.

Chun ctinamh a thabhairt ddinn ar gcaighdedin seirbhisi a
shroicheadh, bheimis an-bhuioch diot as oiread eolais agus is
féidir a sholathar ddinn agus muid ag déiledil le do cheist. larrtar
ort aon uimhir thagartha iomchui a thabhairt i ngach
comhfhreagras agus a chinntiti go mbeidh foirmeacha iarratais
combhlénaithe go hiomldn, go cruinn agus go hinléite agus go
sineofar iad sula gecuirfear isteach iad. Cinntigh, le do thoil, go
geuirfear isteach gach doiciméad tacil a iarrtar agus go gcuirfidh
th ar an eolas muid maidir le haon athrd i do chuid imthosca a
bhféadfadh tionchar a bheith acu ar d’iarratas. larrtar ort
caitheamh leis an bhfoireann mar ba mhaith leat caitheamh

leat féin.

Geariin

Ba chéir geardin maidir le caighdedn aon cheann dar seirbhisi a
dhéanamh chuig ar n-Oifigeach Liaison Seirbhisi Custaiméiri
(mionsonrai teagmhdla thios) a dhéanfaidh athbhreithnit ar an

abhar. Tabharfar aitheantas ar gach gearan a gheofar laistigh de |
sheachtain agus déanfar iad a phréisedil laistigh de 4 sheachtaini.
Sa chas go ndearnadh botun gabhfar leithscéal agus déanfar gach
iarracht an ni a chur ina cheart. Sa chas go léireofar gearan go

bhfuil locht ar ar gcuid proiseas ndé ndsanna imeachta, déanfar

gach iarracht an scéal a leigheas chomh tapaidh agus is féidir. Ta
modh achombhairc maidir le gearain 6 chustaiméiri ar fail freisin.

Ta Foirm Ghearan 6 Chustaiméiri ar fail inar n-oifigi poibli ar
fad agus ar dr ldithredn gréasain.

Oifigeach Liaison Seirbhisi Custaiméiri,
Combhairle Chontae Liatroma,

Aras an Chontae,

Cora Droma Ruisc,

Co. Liatroma.

Teil. 071-9620005 foline |35 Faics. 071-9621982
r-phost customerservice@leitrimcoco.ie
laithrean gréasan: http//www.leitrimcoco.ie/

Mad bhionn td fés mishasta lenar bhfreagra ar do ghearan,
féadfaidh tG gearan a chur isteach chuig an Ombudsman.

Is gniomhaireacht neamhspledch i oifig an Ombudsman a
bunaijodh chun déiledil le casanna drochriarachain le
heagraiochtai poibli dirithe. Is féidir gearan a chur isteach chuig
oifig an Ombudsman am ar bith. Seo a leanas seoladh Oifig an
Ombudsman -

Oifig an Ombudsman

18 Sraid Liosain fochtarach,

Baile Atha Cliath 2.

Teil. 01 6785222 / Faics 01 6610570

Lo-call 1890 223 030

Rphost: ombudsman@ombudsman.irlgov.ie
Laithrean Gréasdin: http://www.ombudsman.gov.ie/

Tuilleadh Eolais

T4 mionsonrai iomlana faocindr ngnéthais Sheirbhisi Custaiméiri
leagtha amach inar bPlean Gnimh Seirbhise Custaiméiri ata ar
fail ar an ldithrean gréasdin n6é 6 aon cheann dar n-oifigi poibli.

Combhairle Chontae Liatroma,
Aras an Chontae,

Cora Droma Rdisc,

Co. Liatroma.

Aibrean 2005



