WATERFORD COUNTY COUNCIL

CUSTOMER CHARTER

Mission Statement

“To provide the people of County Waterford with an efficient and effective Local Government Service and to protect and enhance the quality of the environment and the life of all the citizens in co-operation with the people of the County, Government and State Agencies.

CUSTOMER CHARTER

Waterford County Council is committed to providing, you, our customers, with the best possible service, in an efficient and courteous manner.  This charter sets out the standards which you can expect from Waterford County Council.

CONTACT BY TELEPHONE

· We will be available to answer your calls in the main Civic Offices, at Tramore and Dungarvan, during normal office hours (9.00 am to 5.00 pm, including lunchtime)  

· We will give our name and the name of the Section you have called
· If we need to transfer you to another Section, we will explain why and give you the name of the person to whom you are being transferred
· We will be helpful and provide you with clear and accurate information
· If an answer cannot be provided immediately, we will take your details and call you back at an agreed time
· We aim to respond to voicemail messages within 2 days
WRITTEN COMMUNICATIONS

· We aim to acknowledge all written communications, within 5 working days, except where legislation dictates otherwise

· We aim to acknowledge e-mails within 2 days
· We aim to provide a comprehensive reply within 20 working days, except where legislation dictates otherwise
· In cases where there may be a delay, we will advise you of the reason for the delay
· All our correspondence will include the name and contact number for the individual dealing with the particular issue

· We will write to you in clear simple language and only use technical terms when absolutely necessary
PERSONAL CALLERS

· Our main Civic Offices at Dungarvan and Tramore are open Monday to Friday, 9.00 am to 5.00 pm (including lunchtime)

· Staff on our Customer Care desk will be available to help you.  We will be polite and courteous in our dealings with you and will endeavour, where possible, to deal with all your business at the first point of contact

· If staff on the Customer Care desk cannot deal with your query at the first point of contact, we will refer you to the appropriate individual in the appropriate department

· We will try to arrange meetings at a time that suits you and will not keep you waiting unnecessarily
· We will aim to answer your questions fully.  If we cannot we will arrange to phone you or write to you if you prefer
· We will keep our offices clean and in compliance with occupational health and safety standards
· We will ensure that our offices are accessible to people with disabilities
SERVICES IN IRISH

· We will aim to ensure that customers who wish to conduct their business through Irish can do so
· We will ensure that our policy documents are available in Irish, in line with our Irish Language Scheme
· We will aim to ensure that our application forms for services are available in Irish, in line with our Irish Language Scheme
EQUAL STATUS

· We are fully committed to providing a service which ensures equality for all
INFORMATION IN OTHER FORMATS

· Information on our websites can be used with a screen reader (accessible HTML)
· You can ask to have information delivered to you in different formats, such as Large Print, Audio File or Braille. We depend upon outside agencies for this service so will need to give you an estimate of time for each request
· For individuals with a hearing impairment you can request we have a Sign Language Interpreter present. Again, as we depend upon outside agencies for this service we would need to give you an estimate of time required for each request
· For detailed information, please see our Accessible Information Policy

COMPLAINTS AND APPEALS PROCEDURES

(     If you :

- 
Have been unfairly treated by the Council

-
Have not received a service to which you are entitled

-    Have received an inadequate service

-    Received a decision which you feel is wrong or did not take into consideration


all the facts

-
Feel your request for a service/information has been ignored

then you have the right to make a complaint.

(
A complaint must be made in writing, to the Complaints Officer, Waterford County Council, Civic Offices, Dungarvan, Co. Waterford

(    Your complaint will be acknowledged within 5 working days.  The 

       acknowledgement will confirm a date when you can expect to receive a 

       comprehensive reply

(     If you are not satisfied with the outcome, you may appeal the matter to the Office 

of the Ombudsman, 18 Lower Leeson Street, Dublin 2.   Telephone No. (01) 

6785222,  email:ombudsman@ombudsman.irlgov.ie

(     Full details of how you can make a complaint are set out in our Complaint

 System-Information Leaflet, which is available in our offices and may be 

 downloaded from our website: www.waterfordcoco.ie. 

COUNCIL OFFICES AND CONTACT NUMBERS

Waterford County Civic Offices

Davitt’s Quay

Dungarvan

Co. Waterford

Telephone No. 058 22000

Tramore Civic Offices

Tankfield

Tramore

Co. Waterford.

Telephone No. 051 395555

Lismore Civic Offices

Lismore

Co. Waterford.

Telephone No. 058 21350
Suir Area Office

The Square

Portlaw

Co. Waterford.

Telephone No. 051 387405
Kilmacthomas Area Office

Main Street

Kilmacthomas

Co. Waterford

Telephone No. 051 294005

Signed:
____________________________

05th February, 2009  



Frank Curran



Director of Corporate Services
