








Chapter 1 Foreword

The Secretary-General and Clerk of the Dail, Kieran Coughlan
This Charter and Customer Service Action Plan are a statement of our commitment to
provide a quality customer service to all the stakeholders in our national parliament.
This plan emphasises the importance we attach to customer service in our organisation
and sets out how we will deliver on our commitments to improve services over the next
three years. Our new Charter is set out at Chapter Three while our performance

standards are set out at Chapter Four.

This plan builds on the progress made by implementation of initiatives published in
previous customer service plans. Initiatives such as increased use of electronic tools,
our outreach programme in schools and the creation of the One Stop Shop for Members’

indicate our commitment to a range of customer groups.

Customer feedback is a continuous process through which we will ensure that the views
of those we serve are sought and considered with a view to improving our services. This
feedback is received by surveys of members, visitors, schools participating in the
outreach programme and web users. We will continue the process of customer
consultation by maintaining close contact and working in partnership with them during
the implementation of our action plan. During the course of the plan we aim to improve
the mechanisms we already have to obtain direct feedback from the general public -
those who use our website, visit Leinster House or who simply wish to share their views

on the services we provide in promoting parliament.

The services and standards set out in this Plan are based on current budgets and staffing
resources. However, the context of this Plan is different from those of its predecessors.
We are conscious of the fact that we must work under the framework of the Croke Park
Agreement and we will work to optimise services in that context and consistent with
that framework.

Kieran Coughlan

Secretary-General and Clerk of the Dail



Chapter 2 - Introduction

The Houses of the Oireachtas Service
The Houses of the Oireachtas Service is the public service body that administers the
national parliament of Ireland on behalf of the Houses of the Oireachtas Commission as
the statutory governing authority. We serve the interests of our main stakeholders, the

Irish People.

The function of the Service is to provide advice and support services to run the Houses
of the Oireachtas and is divided into the following four Directorate areas:
¢ Houses Services - Bills, Journal and Questions Offices, eDemocracy, Debates
Office, Translation Section and Security and Access Control, Visitors/Event
Management and Accommodation and Facilities services;
e Committees, Information and Communications - Committee Secretariat,
Broadcasting and Communications
e Seanad, Library and Research - Seanad operations, Library and Research
and Inter-parliamentary relations and Freedom of Information
e Corporate & Members' Services - Members' services, Human Resources,

Finance, Salaries, ICT, Parliamentary Legal Advice

The mission of the Service is to provide for a world-class parliamentary service
by serving the Houses of the Oireachtas and its Members through:
e enabling Houses/Committees/Members to do their parliamentary business

e meeting Members' needs as public representatives in the context of
parliamentary business

Our Strategic Plan 2010 - 2012 identified customer focus as one of the key
organisational objectives. In the Strategic Plan we said we would “renew our
commitment to quality service by engaging with Members and other key customers and
building on our existing service improvement and feedback initiatives”. This approach
reinforces the public service commitment to transforming public services. The Plan will

inform how we work in our aim to achieve the highest level of quality customer service.



In meeting our strategic objectives this Customer Service Action Plan will:

Publish our Customer Charter;

Identity the services we provide and the standard of service you can expect in
each service area;

Commit to meeting the 12 Quality Customer Service Principles during the
lifetime of this Plan;

Identify key actions that we will prioritise during the period of this Plan to
strengthen the services we provide to our customers;

Ensure that the Plan will be implemented by leading and supporting staff in
accordance with our Customer Service ethos;

Explain how we propose to monitor implementation and report to the
Partnership Committee;

Provide key contact points for services.












Chapter 4 : Our Standards - Guide to our Services and Performance
Standards

In this chapter we set out a summary of the services provided by the Houses of the
Oireachtas Service and the performance standards that our customers can expect.
The tables below outline the main services provided by the Service and the targets we
have set in our provision of these services. These targets are the standard of service that
our customers can expect when dealing with the Service. We will monitor our
performance in these areas through the Customer Service Action Plan Network and
report regularly on our service delivery to the Partnership Committee.

Our Strategic Plan 2010-2012 identified the following three strategies to achieve our
vision of world class parliamentary service:

e Improving Services to Parliament
e Improving Services to Members
e Enhancing Service Capability

The services and standards below are set out under these three strategic goals. These
services and standards are based on 2011 staff resources. The Customer Service Action
Plan Network will monitor these standards on a quarterly basis to ensure that they
continue to be achievable with declining staff resources. Any changes required to these
services and standards will be updated quarterly on the online version of this Plan at

www.oireachtas.ie.

Improving Services to Parliament

Service Service Provider Standard

Provide procedural Bills Contact No. Clerk of the DAil, Clerk of the Seanad
support and advice to the | 6184850/51 and Chairs are satisfied with quality
Chairs and Members of Journals Contact No. of submissions and memos

the Houses of the 6183740 presented.

Oireachtas and Seanad Contact No.

Oireachtas Committees: 6183226

Prepare submissions and Committee Secretariat

memos and retain Contact No.

decisions for future 6183790/3651

reference as precedents.



http://www.oireachtas.ie/

Service

Service Provider

Standard

Print and publish Bills:
Process and publish
amendments to Bills and
publish Acts of the
Oireachtas.

Bills Office Contact No.
6184850/51

Bill as published reflects text as
agreed with sponsoring Department
or Member.

Each Bill published electronically and
in print no later than the morning it
appears on the Order Paper.
Amendments published "on white"
on the day they are received.

Order Papers and
supporting
documentation: Prepare
and publish Dail and
Seanad Order Papers and
manage items of
business on Order Paper

Journal Office Contact No.
6183740
Seanad Office Contact No.
6183226

Order Papers, as regards content and
sequence, fully reflect business on
hand and/or to be considered.

Order Paper available electronically
on evening preceding sitting.
Decisions communicated within one
hour of their having been taken.

Parliamentary Questions:

Process and distribution of
Parliamentary Questions
and publication of Dail
Question Paper.

General Office Contact No.

6183950

Editing of PQs reflects conventions
applying without altering scope or
meaning of PQ as submitted.

All PQs with relevant Departments by
early afternoon of deadline.

Arrange Committee
meetings: Arrange

Committee Secretariat
Contact No.

Circulation of the agenda,
correspondence and any

meetings of the Committee | 6183790/3651 documentation to Committee
including circulating Members, typically in the week prior
agreed documents and to the meeting.
facilitating attendance by Witnesses notified typically a number
witnesses. of weeks in advance of the proposed
meeting, with details of time, venue,
format and specified requirements
for the meeting.
Houses of the Oireachtas | OCSG Contact No. Circulation of the agenda,
Commission: Arrange and | 6183036 correspondence and any
facilitate meetings of the documentation (electronically or in
Commission of the Houses hard copy) to Committee Members,
of the Oireachtas typically in the week prior to the
meeting.
Ceann Combhairle and Clerk of the Dail
are satisfied with quality of
submissions and memos presented.
Documents Laid: Library & Research All documents laid will be made
Processing of the Service Contact No. available to Members within 24 hours
documents that are laid, by | 6184701/4702 and will appear on the next sitting

departments and other
bodies, before the Houses.

day's Order Paper.




Service

Service Provider

Standard

Legislative Analysis Library & Research Legislative Analysis Service briefing
Service: Provide a Service Contact No. material (Bills Digest or Debate Pack)
Legislative Analysis Service | 6184701/4702 will be provided to Members on

to Members to support 100% of all suitable Bills in advance
them in their scrutiny of of second stage debates.

legislation.

Committee research: Library & Research Provide research and information
Provide research and Service Contact No. services to the agreed standard and
information services to all | 6184701/4702 level as set out in an annual Library &

Committees.

Research Service and Committee
Secretariat Protocol.

Media Relations: Provide
a coordinated and strategic
national and local media
relations programme.

Communications Unit
Contact No.
6183881

All dealings with the media will be
conducted in a professional and
courteous manner and will be
delivered in accordance with best
parliamentary communications
practice.

We will endeavour, as far as is
practicable, to meet the deadlines
that are presented to us.

School Programme:
Provide School
Programmes

Communications Unit
Contact No. 6184403

To continue to deliver a programme
of education to Junior Certificate
students that explains the role of the
Houses of the Oireachtas and its
Members in an interesting,
informative and engaging way.

Outreach Programme
Provide Outreach
Programmes.

Communications Unit
Contact No.
6183883

To develop a programme of outreach
that will engage and increase the
visibility of the Houses of the
Oireachtas and its Members within
the broadest range of citizens from
the widest range of communities
throughout the country.

Inter-parliamentary
activities: Facilitate
participation in inter-
parliamentary activities
and facilitate visiting
delegations to the Houses
of the Oireachtas.

Inter-Parliamentary Unit

Contact No.
6183285

The service provided meets the
highest standards of the membership
of the Inter-parliamentary Union.
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Service

Service Provider

Standard

Produce the Official
Report: To produce
electronically the Official
Report of the debates of
the DA4il, Seanad and
Committees

Debates Office
Contact No.
6183245/3731

Produce complete reports for the Dail
and Seanad within 24 hours,
published incrementally on the
website throughout the sitting day,
for Members, staff and public.

Collate and format written answers
as received from Departments for
inclusion in Official Report of Dail
proceedings.

The Official Report of each committee
meeting is published generally within
2/3 working days or within a week at
the latest.

Visits: Visitor services and
tours of Leinster House -
visitors must be sponsored
by a Member or an
embassy.

Event Management:
Provide event management

Superintendent's Office
Contact No.
6183271/3781

Superintendent's Office
Contact No.

Staff conducting tours are certified to
Failte Ireland tour guide standard.
Our website provides information
about arranging a visit to Leinster
House at
www.oireachtas.ie/parliament/visits
events/

visitleinsterhouse/

The event manager will co-ordinate
and manage the appropriate facilities

service and meeting room | 6184675/4676 and services on request.
booking facility
Chamber Attendance: Superintendent's Office Members and Clerks of the Dail and

Provide chamber
attendance to the Ceann
Combhairle, Cathaoirleach,
Members of the Houses
and Clerks of the Dail and
Seanad.

Contact No.
6183246/96/71

Seanad are satisfied with the quality
of service.

Protocol: Provide protocol
and decorum support and
advice to the Ceann
Combhairle, Cathaoirleach,
Members of the Houses
and the Clerks of the Dail
and Seanad.

Superintendent's Office
Contact No.
6183246/96/71

Members and Clerks of the Dail and
Seanad are satisfied with the quality
of service.

Web Publishing (Internet
and Intranet): Publication
of parliamentary
documents on the Houses
Web site - Debates, Bills,
Acts, amendments, reports,
press releases etc.

eDemocracy Unit
Contact No.
6183875

Before a sitting

On the Friday afternoon before a
sitting week, the agenda for plenary
sessions and committee meetings,
including links to relevant documents
(e.g. bills), are published on the
Houses of the Oireachtas Web site.
The agenda are updated on a daily
basis, and the order papers and
questions papers are published
before 06.00 each sitting day. The
Dail order of business is published
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Service

Service Provider

Standard

before it is considered by the Dail.
Daily and weekly alerting services for
the agenda are also provided.

During a sitting

Live Webcasts, IPTV, and internet
radio coverage of the D4il, Seanad
and Committees is provided.

After a sitting

The plenary session debates are
published incrementally on a sitting
day and completely within one day,
and committee debates are published
within three days of a meeting.

Video recordings are published on-
line two days after a sitting.

Ongoing

The legislative observatory is
updated on a daily basis. A Web page
for each bill, including the text of each
version of the bill, explanatory
memoranda, tabled amendments,
Acts of the Oireachtas and official
translations is also updated daily.
The current status of each bill is
indicated, and links to the debates on
each bill are included.

The members chronology is updated
on a daily basis.

All other parliamentary documents
are published on a daily basis.

Recording of
Proceedings: Live
televising of proceedings of
the Dail, Seanad and
Committees and
Webcasting of the Dail,
Seanad and Committees on
the Internet and archives
of proceedings.

Broadcast Unit
Contact No.
6184250
eDemocracy Unit
Contact No.
6183875

Ensure that the proceedings of both
Houses of the Oireachtas and their
Committees are televised live in
accordance with the Rules of
Coverage. Live streams for all fora
available and not subject to
interruption.

Official Translations of
Acts and Parliamentary
Documents: Production of
official translations of Acts
and parliamentary
documents.

Ranndg an Aistriichain
Contact No.
6183922

Provision of translation in a timely
manner.

Simultaneous
Translation: Provide
simultaneous translation of
contribution in Irish to
both Houses.

Ranndg an Aistrituchain
Contact No.
6183922

Service provided on a continual basis
during sittings of Houses and as
requested in the case of Committees.
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Improving Services to Members

Service

Service Provider

Standard

One Stop Shop: Arrange
for the process and
payment of Members
salary and Parliamentary
Standard Allowance
through the Finance Unit;
audit services, information
services, voluntary
schemes and FOI requests.

Members Services
Contact No. 6184693
Salaries Unit Contact No.
6184805

Finance Unit Contact No.
6183008

Respond to requests for information
on salary, PSA and group schemes
within 3 working days.

FOI requests will be responded to in
accordance with the terms of the
Freedom of Information Act 1997
and the Freedom of Information
(Amendment) Act 2003.

Members Pensions:
Provide pensions services
to Members and former
Members.

Members Services
Contact No.
6184673

Respond to Members and former
Members queries within 3 working
days.

Provide pension projection on
request within 5 working days.
Ensure accuracy in payments and
that the pension payroll is run on
time for monthly pension payments
to former Members.

HR Advice to Members:
Provision of HR practice
advice to Members as
employers.

Human Resources
Contact No.
6183787

Respond to queries accurately within
5 working days.

Political Staff: Payment of
Members’ staff employed
under the Scheme for
Secretarial Assistance.

Human Resources
Contact No.
6183787

Arrange for accurate payment of
pension through Salaries.

Pensions for former
Political Staff: Pension
payments for former staff
employed under the
Scheme for Secretarial
Assistance.

Human Resources &
Salaries Unit
Contact No.
6183460

Arrange for accurate payment of
pension through Salaries.
Respond to pension queries
accurately within 5 working days.

Foreign travel: Co-
ordinate foreign travel
services for official travel.

Travel Unit Contact No.
6183442

Make arrangements for official travel
including flights and accommodation
that is fit for purpose and gives value
for money.

Arrange accurate and prompt
payment of travel expenses.

ICT and Office
Equipment: To provide
excellent ICT
infrastructure and
equipment for Members

ICT Contact No.

6184444

Procurement Contact No.
6183636

That all Members receive their
equipment entitlement and all
software and applications are
updated regularly.

and their staff.
Helpdesk Service: Members Helpdesk: Responses are logged with the
Provide an IT helpdesk for | 6184444 helpdesk and if a response is not

Members, their staff and

Staff Helpdesk: 6184999

received within half a day, the query

13




Service

Service Provider

Standard

the staff of the Service.

may then be escalated to the
helpdesk manager.

Research Services:
Provide impartial and
confidential information
and research services to
support the work of
Members in respect of
their parliamentary duties.

Library & Research
Services

Contact No.
6184701/4702

All requests are dealt with on a first
come, first served basis or to agreed
deadlines. Requests without specific
deadlines will be answered within 10
working days.

Legal Advice: Provision of
legal advice and briefings.

Parliamentary Legal
Advisor

Contact No.
6183657

A person requesting advice will in all
cases be told the name of the person
dealing with the matter, the reference
number for the matter, and the
estimated time required to deliver
the advice. Urgent requests will be
given appropriate priority.

Irish language
correspondence service
for Members: Translation
of correspondence from
Irish and into Irish at the
request of members.

Ranndg an Aistritichain
Contact No. 6183922

Service provided, where practicable,
on a same day basis.

Irish language
information for
Members: Provision of
Irish language terminology
lists in the area of
legislation and related
topics and of information
on Standard Irish
Grammar (An Caighdean
Oifigiuil).

Rannég an Aistridchain
Contact No. 6183922

Service available on the Ranndg
webpage of the Houses of the
Oireachtas website.

Printing Service: Provide
an in-house printing
service for Members of
both Houses and
qualifying parties.

Print Facility
Contact No.
6183026

Complete print requests in general
within 5 working days for items
under 30,000 and 7 working days for
items over 30,000.

Ensure all print requests are in order
according to Print User Council
guidelines.

Security: Provide a secure
and safe working
environment for Members,
Staff and Visitors.

Superintendent’s Section
Contact No.
6183246/96/71

Maintain a level of vigilance
necessary to make Leinster House
Complex a secure and safe place for
Members, staff and visitors.

Accommodation and
ongoing maintenance:
Provision of office
accommodation within
Leinster House complex to
Members, their staff and
staff of the Service. Ensure
any necessary

Superintendent’s Section
Contact No.
6184814

Provide to Members and staff the
accommodation and any ongoing
maintenance required to carry out
their duties within Leinster House,
ensuring compliance with all Health
& Safety Regulations.

14




Service

Service Provider

Standard

improvements are made to
meet Health & Safety
requirements.

Créche and fitness room
facilities

Créche Contact No.
6183849

Fitness Room Contact No.

6183737

Ensure that the childcare provided by
the service provider, Kids Inc., under
licence, is in line with best childcare
practice and legislation. Ensure that
the fitness room is managed by the
service provider, Inspire in
conjunction with the Service, in
accordance with best practice
including health and safety
considerations, with positive
feedback from customers.

Enhancing Capability

Service

Service Provider

Standard

HR advice: Provide
guidance and support on
issues arising in the
performance and
management of staff, leave
and other entitlements.

Human Resources
Contact No.
6183250

Ensure that information on HR issues
is readily available and up to date e.g.
staff handbook, information on
discussion database etc.

Respond to queries within 5 working
days.

Training: Provision of
training programmes
aimed at both providing
career development
opportunities and
delivering the business
objectives of the Office.

Training Unit Contact No.

6183312

Consultation with Directors/Section
Heads to assess the skill
requirements of business units and
support managers in the provision of
targeted training interventions to
meet those needs.

Complaints Procedure:

Customer Service

Respond to comments and

Provide customer Contact No. complaints within 3 working days

comments and complaints | 6184696 and liaise with sections to ensure that

procedures. any issues raised by a complaint are
acted on.

Informal Feedback OCSG Contact No. Meetings held regularly and feedback

Forum: Facilitation of 6183036 received acted on.

Informal Feedback Forum

for Members.

Surveys: Conduct regular | OCSG Contact No. Staff surveys conducted and feedback

staff surveys on internal 6184885 received acted on.

customer service delivery.

Houses of the Oireachtas
Service Irish Language
Scheme 2010-2013:
Monitoring the effective
operation of the scheme

Ranndg an Aistritichain
Contact No. 6183922

Managed on an ongoing basis in
consultation with relevant sections.
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Service

Service Provider

Standard

throughout its lifetime.

Payment of invoices:
Processing and payment of
invoices to suppliers and
service providers.

Finance Unit
Contact No. 6183008

Payments to suppliers and service
providers are made in accordance
with prompt payments legislation.
Our accounting practices are in line
with Public Financial Procedures.

Procurement Unit:
Advisory service to staff on
all areas of procurement
(tendering) processes.
Central ordering of
stationery, office supplies
and equipment for staff
and Members and
management of Stationery
Stores.

Procurement Unit
Contact No. 6183636

Procurement advice and purchasing
in accordance with relevant EU
Directives, Department of Finance
guidance and National Procurement
Service advice.
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Chapter 5 : Our Goals - Our goals for improving Customer Service and the
priority actions required to achieve our goals

In Chapter 3 we set out our Customer Charter and in Chapter 4 we set out our performance
standards for the services we provide. In this Chapter we address the key actions required
to implement our Charter and maintain our performance standards.

During the period of this Plan (2011-2013) we will prioritise key actions which will help us to

deliver the standards set out in Chapter 4 and to strengthen the services we provide to our

customers. The Service has committed to these actions already in our Strategic Plan (grouped
under the three Strategic Objectives). The key actions that relate to Customer Service are
broadly aimed towards the four objectives of:

e Maintaining and improving standards: Ensure that the performance standards outlined in
this document are embedded, maintained and improved where necessary within all areas of
the Service.

e Engagement: Increase public engagement with the Houses of the Oireachtas by continuing
to improve visitor services and public access. Establish new consultation mechanisms and
continue to seek out new means of engagement.

e Information: Increase access to the general public to the work of Parliament through the
media, web technology and broadcasting. Ensure that the information and advice provided
to our customers is accurate, comprehensive and timely.

e Customer feedback: Improve and introduce new customer feedback mechanisms on the

services provided through a programme supported by the Customer Service Unit.

We are committed to the 12 Principles of Quality Customer Service, which form the basis for the
civil service wide Quality Customer Service Initiative, and these principles are represented to

varying degrees under these four goals - Appendix 1 details these 12 guiding principles.
The tables below outline the actions we will prioritise during this period to ensure that we
achieve our four customer service goals. These actions reflect the commitments we have made

in our Strategic Plan 2010 to 2012 and our Corporate Business Plan.

Maintaining and improving standards:

Action Performance Indicators Delivery Date

1. Establish a Customer Service Action | CAP Network established with | Quarterly meetings

Plan Network to share best practice regular meetings held to to be held to

information and monitor the monitor and implement Plan. monitor

implementation of the Plan. implementation of
Plan.
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Action Performance Indicators Delivery Date

2. Ensure that the Customer Service Plan published online and April/May 2011
Action Plan is published on our website | available in print at reception

and available at reception areas in areas.

Leinster House.

3. Use the Performance Management Customer service training Ongoing
Development System to identify provided where required.

customer service training needs.

4. Ensure that staff are aware of the Information seminars held and | April/May 2011
required standards as set out in the Customer Charter and Action

Customer Charter and the specific Plan published on internal

standards required in each service Discussion Database.

area.

5. Regularly report to the Partnership | Staff are aware of the Report quarterly to
Committee regarding the standards and actions we are Partnership
implementation of the Customer committed to through Committee.

Service Action Plan. consultation with Partnership.

6. Publish procedures for the Procedures published and Published by
comments and complaints system, complaints managed and April/May 2011 and
including appeals procedures, and co- responded to effectively. ongoing

ordinate with sections on the
management of complaints.

management of
complaints received.

7. Introduce a system to monitor
complaints and outcomes on
suggestions received.

System introduced and
operational.

Report quarterly to
CAP network re
formal complaints
and suggestions
received.

Anticipated Outcome: We anticipate that the Customer Service Action Plan Network Group
will be a key forum for discussing improvements in our standards of customer service and to
embed these standards within the Service.

Engagement:
Action Performance Indicators Delivery Date
1. Continue to improve facilities for Positive feedback received from | ongoing

visitors and to improve access and
facilities for people with disabilities
based on feedback from visitors. (max
number of wheelchair users for health
and safety reasons)

visitors, visitors with a disability
are provided with access.

2. Implement the Communications
Strategy including:

e Anpilot project is being
undertaken to allow non-
member sponsored visits
access to Leinster House.

e Delivery of a series of targeted
events such as participation in
Culture Night, hosting youth

Strategy implemented:

e Pilot project carried out

and a decision reached as

to the feasibility of
continuing to provide
such access.

e Events programme
delivered

e Early 2011

e Ongoing
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Action Performance Indicators Delivery Date
parliament etc.
e Expansion of the School e Qutreach programme e Dec2011
Outreach programme to extended to TY students
Transition Year students and to and community
other sectors such as organisations
community organisations.
3. Provide a professional reception Positive feedback from visitors. ongoing

service to welcome visitors.

Anticipated Outcome: We aim to develop a broader customer focus and to increase
engagement between Parliament and the public.

Information:

Action Performance Indicators Delivery Date
1. Ensure that the Houses of the Website kept up-to-date and Ongoing
Oireachtas website is up-to-date and website surveys used to

that information is accurate and user- determine that information

friendly. provided is user friendly.

2. Develop Members intranet and text | Readily accessible information System was
system as an effective system to available for members. launched in June
communicate with Members. 2010 and

development of
the system is

ongoing.

3. Evaluate and develop the public role | Define the parameters of the December 2011
of the Library & Research Service. Library & Research Service’s

public role and make selected

collections and research papers

more widely known and

accessible via the Houses of the

Oireachtas website.
4. Develop system of briefings for Timely provision of appropriate, | Ongoing
Members on relevant issues e.g. FOI, relevant information to Members
legal briefings, system changes etc. in different formats.
5. Publication of Travel Policy to Publish Travel Policy. Early 2011
provide further information on
procedures to staff and members
travelling on official business of the
Houses of the Oireachtas.
5. Implementation and review of the Targets as outlined in Scheme Ongoing
Irish Language Scheme. are delivered throughout the

Service.
6. Provide training to staff to increase | Training made available to all Ongoing
both the level of proficiency and the staff.
number of staff capable of providing a
service through Irish.
7. Provide training to Members to Training made available to Ongoing

facilitate the wider use of Irish in the

Members.
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Action Performance Indicators Delivery Date
proceedings of the Houses.
8. Introduce plain English policy (part | Guide for the service and By end of 2012

of the Oireachtas Communications Plan
2010-2012): includes a plain English
style guide for the service, a plain
English information booklet explaining
how the Parliament works and training
programme for relevant staff.

information booklet published.
Training programme provided
for relevant staff.

Anticipated Outcome: That we continue to improve the quality and availability of information

on the services we provide.

Customer Feedback:

Action

Performance Indicators

Delivery Date

1. Set up new customer feedback
systems for internal and external
customers including Members, staff,
public bodies and various
representative citizen groups.

New feedback systems
established.

Dec 2011

2. Review feedback forms for visitors
and survey of witnesses attending
Committee meetings.

Feedback forms in operation and
survey carried out and acted on.

Forms to be
reviewed in first
quarter 2011.
Survey to be
carried out during
the lifetime of the
Action Plan.

3. Provide information sessions and Information sessions held and Dec 2012
consultation with Party Administrators | feedback acted on.

to determine needs of Members and

their staff.

4. Consult with Government Regular contact with Ongoing

Departments about their roles in the
processing of Parliamentary Questions
and the legislative process

Departments is ongoing to
ensure that the systems in place
are effective.

Anticipated Outcome: That we will have better mechanisms in place to seek and respond to

feedback from our customers.
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Chapter 6: Monitoring Our Performance

How we will monitor and report progress on this Action Plan.

The Quality Customer Service function within the Houses of the Oireachtas Service is a function
of the Members Services Unit. The Unit is responsible for the publication of the Service
Customer Charter and the Customer Service Action Plan. The Customer Service Officer reviews
all email coming in via the Customer Service email address and forwards and follows up on
queries to the relevant sections. The Unit also facilitates the Customer Service Action Plan
Network which consists of managers from the sectoral areas who meet quarterly to monitor the
implementation of the Plan. The Customer Service Officer reports regularly to both the
Partnership Committee and participates in the Quality Customer Service (QCS) Officers Network,
which is a civil service-wide network chaired by the Department of the Taoiseach. As part of our
commitment to the public service modernisation agenda we will continue to participate in

networks and working groups to support the QCS initiative.

The commitments and actions in this Action Plan will be reviewed by the CAP Network on a
quarterly basis and reported on in our Annual Plan. Surveys to evaluate customer service
satisfaction levels will be carried out regularly. The results of these surveys will be submitted to

our Management Advisory Committee.

This Customer Service Action Plan and Charter will be published on our website

www.oireachtas.ie along with a Plain English version of our Customer Charter. Hard copies and

Braille copies of our Charter can be requested from the Customer Service Officer at 6184696,

customerservice@oireachtas.ie.
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Appendix 1: Twelve Principles of Quality Customer Service
The twelve principles of Quality Customer Service form the basis for the Civil Service wide

Quality Customer Service Initiative which was launched in 1997 in response to the Delivering

Better Government report, published in May 1996.

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.

2. Equality and Diversity

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 (under the grounds of gender, marital status, family status, sexual
orientation, religious belief, age, disability, race and membership of the travelling

community).

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.

3. Physical Access

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.

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.
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Ensure that the potential offered by information and communications technology is fully availed
of and that the information available on public service websites follows the guidelines of web

publication.

Continue the drive for simplification of rules, regulations, forms, information leaflets and

procedures.

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.

6. Complaints

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

complaints about the quality of service provided.

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.
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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.

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.

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.

11. Better Coordination

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

12. Internal Customer

Ensure staff are recognised as internal customers and that they are properly supported

and consulted with regard to service delivery issues.
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Appendix 2 - Members of the Customer Service Action Plan Network
Derek Dignam, Chair

Yvonne Rowland, Customer Services Officer

Margaret Crawley, Members Services

Maria Fitzsimons, Library & Research Service

Anne-Marie Lynch, Broadcast Manager

Aine Breathnach, Office of the Commission and Secretary General
Ben Dunne, Inter-Parliamentary Unit

Peter Fitzpatrick/Marie Fennell, HR & Training

Lena Quinn, Salaries and MIF

John Flaherty, Captain of the Guard, Superintendent’s Section
Cait Hayes, Communications Unit

Colm Breathnach, Translations Unit

Patricia O’'Moore, ICT Unit

Reine McDonnell, Editor of Debates

Sinead Quinn, Committee Secretariat

Tom Malone, House Services
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Appendix 3 - Contact Details

How to Contact Us

Houses of the Oireachtas Service,
Kildare Street,
Dublin 2.

Telephone: (01) 6183000

Direct Dial Telephone System
You may directly contact officers by telephone. Dial (01) 618- followed by the extension number of the officer in
question e.g. 4696 = (01) 6184696. If you do not have the extension number of the person you wish to

contact, please contact the operator at (01) 6183000 for assistance.

You may also contact them by e-mail as follows:
firstname.surname@oireachtas.ie
e.g. john.smith@oireachtas.ie
Do not include any spaces or fada on the vowels.

E-mail: customerservice@oireachtas.ie

Website: http://www.oireachtas.ie
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Appendix 4 - Customer Service Planning Framework

business, and

We serve the democratic interests of our main stakeholders, the Irish people, by serving parliament
e Enabling the Houses, their Committees and their Members to do their parliamentary

e Meeting Members/ needs as public representatives in the context of parliamentary business.

Our Mission:

through:

Civil Service Quality
Customer Service Initiative

12 Quality Customer

’

Strategic Plan 2010-2013
e Improving Services to Parliament
e Improving Services to Members

e Enhancing Capability

Corporate business plan
[focuses on delivery of the strategic

Service Principles plan]
Monitoring Mechanism: Customer Charter and Action Reporting Mechanism:
Customer Service Plan 2011-2013 Commission Annual

Action Plan Network

Report

/

Charter and Standards

Customer Service Action Plan
Key actions to strengthen customer service towards the
four objectives of:

1. Maintaining and improving standards

2. Engagement

3. Information

4. Customer Feedback
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