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Principles of Quality Customer Service for Customers
and Clients of the Civil Service
In their dealings with the public, Government Departments and Offices will:
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.
Equality/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 Traveller
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.
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.
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 public service web sites
follows the guidelines on web publication. Continue the drive for simplification of rules, regulations, forms,
information leaflets and procedures.
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.
Complaints
Maintain a well-publicised, accessible, transparent and simple-to-use system of dealing with complaints about
the quality of service provided.
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.
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.
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.
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.
Better Co-ordination
Foster a more coordinated and integrated approach to delivery of public services.
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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A Message from the Secretary General
The Department has given considerable attention in recent years to maintaining and
improving the quality of its services. Our various management committees and planning
documents deal specifically with customer service issues, the setting of standards, and the
introduction of enhancements. We have also introduced improved structures and procedures
for monitoring the quality of our services and for identifying areas where further
improvements can be achieved.
This action plan, our third since 1997, sets out our existing standards and targets and the
goals we have set ourselves in meeting the needs of our customers. It reflects the feedback
we have received in recent years, both from our customers and staff, and the insights we
have gained through the annual review of progress in achieving our strategic objectives.
This action plan, like its predecessors, will help us to maintain a clear focus on our
customers, to sharpen and refine our services, and to ensure that we keep in step with the
changing times. Our customers welcome the transparency which an action plan provides,
while our staff see it as an opportunity to take stock of our services and see whether our
efforts might be channelled more effectively.
In preparing this action plan we consulted with our client base. We also liaised closely with
staff in key areas of service delivery to ensure that the potential for making further
improvements was fully explored.
In conclusion I would like to thank the staff of the Department for their dedication and
enthusiasm, and for their commitment to delivering a high standard of service to all our
customers.

Tom Considine
Secretary General
December 2004
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Introduction
Our Commitment to Customer Service
This action plan sets out our service delivery standards in a clear and accessible form and the
manner in which we are adhering to the Principles of Quality Customer Service. In doing so,
it supports the aims of public service modernisation and the objectives set out in our
Statement of Strategy.
The Department is committed to providing a high standard of service to its customers, both
internal and external, in accordance with the framework set out in this document, and to
making further improvements in the years ahead.

Our Mission and Organisation
Mission
The Department of Finance has a central role in implementing Government policy and in
advising and supporting the Minister for Finance and the Government on the economic and
financial management of the State and the overall management and development of the
public sector. In formulating this advice the Department is guided by its mission, which is:
“To promote a growing economy which will deliver a high level of sustainable
employment, social progress and living standards”.

Organisation
The work of the Department is carried out by six Divisions:
Banking, Finance and International Division deals with banking policy and financial
regulation; development of EU policy on the regulation of the financial services sector;
implementation of the National Development Plan and draw-down of EU Structural and
Cohesion Funds; co-ordination of EU policy; the EU Budget and EU Regional Policy;
North/South co-operation; Irish membership of international financial institutions; debt
management policy; financial management and government accounting policy; co-ordination
and implementation of the Management Information Framework; and accounting, payroll,
banking and financial services for various Departments and Offices.
Budget and Economic Division deals with overall budgetary policy, taxation policy,
economic policy and forecasting, the International Financial Services Centre, and servicing
EU and OECD committees on taxation policy and budgetary and economic co-operation
within EMU.

4

Corporate Services Division deals with the internal staffing, accommodation and
organisational policy of the Department, co-ordination of the strategic management process
in the Department and (in conjunction with the Department of the Taoiseach) in the civil
service generally, staff training, implementation of human resource policy measures
(including performance management and development), customer service standards,
decentralisation of certain sections of the Department’s operations and operation internally of
the Freedom of Information Acts.
Organisation, Management and Training Division deals with civil service organisational
issues such as systems, structures, staff numbers, administrative budgets, the application of
information technology, staff training and development, and arrangements for ensuring the
effective implementation of Freedom of Information in the public service.
Personnel and Remuneration Division deals with policy on pay and superannuation in the
public service and other conditions of service in the civil service, including recruitment,
promotion and equality.
Public Expenditure Division deals with public expenditure management and policy issues,
infrastructural investment and the NDP, aspects of policy in relation to commercial state
bodies, the public service decentralisation programme, and policy on Government contracts,
e-procurement, the national lottery and public-private partnerships.

Our Customers
We are strongly committed to providing all of our customers with a high standard of service.
These include the Government, the Minister and the Minister of State, as well as other
Government Departments and Offices, the wider public sector and members of the public.
We also have regular contact, both formal and informal, with EU institutions, international
agencies and financial institutions, regional authorities, the social partners, journalists,
academics, economists and lobby groups.
The Department also performs a number of important corporate and executive services for
internal and external clients. These include the provision of a banking service to
Government Departments, the payment of pensions to retired civil servants, the provision of
IT, training and related services to other Departments, and the provision of human resource
management, IT and accounting services to our own staff.
Finally, we have our internal customers, our own staff, through whom we deliver quality
service to our other customers.
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Recent Improvements to Our Service Standards
Our commitment to our customers is strongly reflected in the many improvements we have
made to our service standards in recent years, details of which are set out below.

Main Improvements
A number of improvements of a general nature were made, including:
Quality Customer Service related
• A major redesign of the Department's web site to improve both content and
navigation with WAI accreditation for access by people with a disability.
• The introduction of customer service training for our staff.
• The introduction of LoCall numbers, with direct access numbers for each member of
staff.
Information Technology related
• Significant improvements to our computer infrastructure, including the introduction
of an intranet facility to improve our online internal communication.
• The distribution of Budgetary information in an electronic format.
• Improvements to the computerised system for monitoring Ministerial
correspondence.
• The extension of Internet mail facilities to all staff.
Civil Service Modernisation
• The streamlining of the Department's business planning process, including the
introduction of an annual business planning document to supplement our Statement of
Strategy.
• The incorporation of a statement on our customer service standards in the annual
Progress Report on the Department's Statement of Strategy.
• The introduction of the Civil Service Code of Standards and Behaviour.
• Development of the Paymaster General's bank clearing system.
Human Resource Management related
• The introduction of a new performance management and development system for all
staff and the provision of appropriate training.
• The introduction of a comprehensive staff training and development plan.
• The introduction of a policy on equality and diversity and guidelines on stress
management.

Quality Customer Service Structures
A Quality Customer Service Officer advises on and monitors customer service standards
across the Department. QCS Liaison Officers have also been nominated in each Division to
support the implementation of this plan. The QCS Officer can be contacted at Government
Buildings, Upper Merrion Street, Dublin 2 or at (01) 6045519.
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Customer Satisfaction and Feedback
We strive to ensure that the needs of our customer are being met across all areas of the
Department and to this end we seek ongoing feedback and suggestions on how our services
might be further improved. Comment cards have been available in the reception area of our
offices for some time and a corresponding facility has been added to our web site. We also
conduct surveys of our customers and clients to ensure that our service standards are being
maintained.

Codes of Practice
Codes of Practice for staff are in place for dealing with customers who write, phone or call to
our Department’s offices. [See Appendix A, B and C.]
Personal Callers to the Department
Personal callers to the Department's offices are made to feel welcome, treated with
courtesy, and have their business dealt with efficiently and promptly. Callers are
encouraged to make an appointment where possible and to identify any special needs
in advance in order to save time on their arrival. Our business opening hours are:
Monday to Thursday 9.15 am to 5.30 pm and Friday 9.15 am to 5.15 pm.
Telephone Callers
Every member of staff must be familiar with the Code of Practice for Telephone Use.
Our switchboard is normally open on working days from 9.15am to 5.30 pm with a
limited service available from 8.00 to 9.15am and from 5.30 to 7.30pm. The
Department also operates a voice-mail facility and a LoCall number – 1890 661010 –
which enables a caller to phone the Department from anywhere in the country at local
call rates.
Correspondence from Members of the Public
Under our Code of Practice for handling Correspondence from Members of the
Public we aim to deal with correspondence promptly. Since much of the
correspondence we receive requires research and consultation, it is not always
possible to issue a final reply within that the target set; however, we keep the
correspondent informed of developments. There are also certain times of the year,
such as the period leading up to the Budget and the Finance Bill, when it may not be
possible to meet our deadline.
The Department is anxious to ensure that all correspondence is dealt with
expeditiously. However, the treatment of chain letters and similar correspondence,
including those delivered by email, may differ from the procedure set out in our code
of practice.

Forms
The Department does not use many forms in conducting its business but, to the extent that it
does, we ensure that they are as simple and as easy to complete as possible. The scope for
accessing and completing forms online will also be pursued.
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Publications
The Department produces a number of regular and occasional publications of interest to the
public, the media, economic and financial analysts, and the academic community.
We ensure that our publications conform to our prevailing design standards, are both timely
and accurate and meet the needs of our intended readership. In this regard we:
• disseminate reports and other information via our web site.
• distribute Budgetary and other information in an electronic format.
• put our publications on display in our reception areas.
• where appropriate, make Departmental publications available in Irish.
• where practicable and upon request, make available publications in a form suitable
for persons with a visual impairment.

Technology
The Department is committed to using the best modern technology, including the Internet
and an intranet facility, to ensure that our services, both internal and external, are of the
highest standard. Our IT plan includes a commitment to quality customer service and to
ensuring that only appropriate material is disseminated across the Department’s network.

Communicating through Irish
The Department actively supports the development of bilingualism across the civil service
through Gaeleagras, both by means of Irish classes and by advising and assisting in the
development of bilingual services for the public. In addition Departmental publications are
made available in Irish where appropriate.

Equality
Our policy on Equality and Diversity highlights the principles to be observed by staff in their
dealings with the public and in the formulation of policy. Modules relating to equality and
discrimination are included in several of our training courses, including QCS training for
front-line staff and induction training for new entrants.

Freedom of Information
The Freedom of Information (FOI) Act came into effect in April 1998. It requires
Departments to furnish information about its structures, functions and services, as well as the
rules, procedures and guidelines used for making decisions and recommendations. The
relevant information is available in two separate publications from the Freedom of
Information Unit. In addition, a considerable amount of information relating to the
implementation of FOI is made available on the Department’s web site.

9

The Internal Customer
We endeavour to cater at all times to the needs of our staff in carrying out the business of the
Department and achieving its objectives. Steps taken to improve the facilities and services
available to our internal customers include:
•

•
•

•

•

The introduction of a new performance management and development system to
assist individual staff in achieving their full potential and focusing more clearly on
the objectives for which they are responsible (including those relating to service
delivery).
The introduction of a comprehensive training and development programme for all
staff and a corresponding enlargement of the Department's training unit to advise and
assist with individual training requirements.
The creation of new structures to support internal communications and establish
closer links between Divisions and layers of management. These include standing
management committees to represent Assistant Secretaries, Principal Officers, and
Assistant Principals, respectively. An annual conference for the Department has also
been introduced.
The operation of the partnership process in the Department has been reviewed to
ensure that it continues to serve the needs of staff at all levels. A representative
forum has also been established to handle IR issues and an online database has been
introduced to disseminate the proceedings the Partnership Committee.
The Department is also committed to creating and maintaining a positive working
environment for its staff. Towards this end it operates a strict policy on harassment,
sexual harassment and bullying.

Staff Feedback
Our staff, especially those in direct contact with the public, are a vital source of feedback on
our services and the extent to which we are meeting the needs of our customers. Their ideas
and suggestions for securing further improvements are sought in a variety of ways, including
the annual business planning cycle, the performance management cycle, local reviews of
systems and procedures, and comments and suggestions made to the QCS Officer or Liaison
Officers.

Complaints
If a customer is unhappy with the service received, they have the right to complain. If it is
not possible to resolve the complaint with the staff member or section, the customer can
address a complaint to the QCS Officer (01-6045519) who will examine it in conjunction
with the relevant Liaison Officer. If the customer is unhappy with the outcome, he or she can
have the case reviewed by a more senior officer or an officer serving in a different Division
of the Department. Recourse to this proceedure does not infringe the customer’s statutory
rights including the right to refer the matter to the Ombudsman.

The Ombudsman's Guide
Every member of staff is required to be familiar with The Ombudsman's Guide to Standards
of Best Practice for Public Servants. The Guide can be accessed on www.ombudsman.gov.ie

10

Our Programme for Achieving
further Improvements 2004-2007

11

Our Programme for Achieving further Improvements 2004-2007
Customer Charter
We will:
Publish a Customer Charter which sets out clearly the broad standards which the Department
is committed to observing in the design and delivery of its services.
Ensure that all our staff are familiar with the Charter and its commitments.

Customer Service Action Plan
As part of our ongoing efforts to raise awareness of our services, we will:
Publish and distribute an updated Customer Service Action Plan.
Display our Customer Charter and the principles of QCS in our reception areas and on our
web site.
Provide funding for QCS initiatives under the Change Management Fund.

Equality and Diversity
As part of an integrated HRM policy for the civil service, we will:
Continue to provide advice and support to Departments regarding the civil service policies
on equality and diversity.
Support appropriate family-friendly working arrangements in the civil service, including
worksharing, term-time working and teleworking.
Continue with plans for opening and operating crèches as part of the Civil Service Childcare
Initiative.
Implement the recommendations of the Report on Employment & Career Progression of
people with a disability in the Irish Civil Service.
Continue to monitor the civil service policy, A Positive Working Environment, including the
number of trained staff available to act as investigators.
Within the Department, we will:
Ensure that our staff continue to be aware of our guidelines on harassment, sexual
harassment and bullying, as well as those on stress management, and our policy on equality
and diversity.
Continue to encourage higher levels of female participation in senior management grades.
Ensure that our staff continue to be aware of the family-friendly working arrangements
available, including work-sharing and term-time leave.
Introduce a pilot teleworking scheme to determine the potential for applying this facility
more widely.
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Continue to make further improvements to the Department's facilities for people with
disabilities.
Continue to provide, and where possible enhance, the range of services that we provide to
staff with impaired hearing or vision.
Ensure, where practicable, that new systems being installed in the Department can be used
by both internal and external customers with a disability.

Physical Access and Safety
We will:
Observe the Department's code of practice on receiving callers to the Department.
Continue to provide adequate signage in both Irish and English in our reception areas.
Continue to improve where necessary access to the Department's buildings for people with a
disability or impaired mobility.
Maintain at a high standard our reception areas and other facilities for receiving our
customers.
Continue to provide our staff with suitable office accommodation and a safe and congenial
working environment.

Providing Information
We will:
Continue to simplify as far as possible the rules, regulations, forms and procedures that we
use to carry out our business.
Ensure the timely publication of all Departmental publications.
Monitor our web site to ensure that it continues to make available a wide range of material of
relevance and interest to the public and that it meets legislative requirements especially in
terms of accessibility.
Keep civil service pensioners up to date on all developments affecting their entitlements and
the services provided by the Paymaster General.
Produce an Annual Newsletter for civil service pensioners.
Monitor the operation of our systems for handling Ministerial correpondence and FOI access
requests.
Continue to provide advice and support to Departments on the operation of the Freedom of
Information Act.
Exploit the opportunities offered by advances in technology to improve our information
managment systems.
Continue to keep the Personnel Code up to date.
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Timeliness and Courtesy
We will:
Promote QCS standards within the Department and ensure that our staff continue to attach a
high importance to timeliness and courtesy in all dealings with our customers.
Provide customer service training for front line staff and a QCS module in our induction
courses for new entrants.
Observe our Codes of Practice for dealing with correspondance, telephone calls and personal
callers to the Department. [See Appendix A, B and C.]
For written correspondance we will:
 Endeavour to issue a full answer to 75% of correspondance within 15 working days.
 If it is not possible to provide a full answer within this period, we will issue an
interim reply, explaining the position.
 Write in clear language free from jargon where possible and if we use technical
terms, they will be explained.
 Give a contact name and extension number and e- mail address if appropriate.
 Reply in Irish to correspondence received in Irish.
For telephone calls we will:
 Answer calls promptly and courteously giving our name and our area of work, be
helpful and courteous at all times and provide as much information as possible.
 If we cannot deal with a query immediately, we will take the caller’s details and call
back within one working day or at a time which suits the caller;
 Activate our voicemail when we are not at our desk and seek to respond to voicemail
messages promptly where possible and aim, as a general rule, to respond within one
working day.
 Give our Direct Dial number so that regular callers do not have to go through the
switchboard.
 Endeavour to facilate callers who wish to conduct their business in Irish.
For personal callers to our offices we will:
 Treat all callers with respect and courtesy and provided them with the maximum
level of privacy possible.
 Deal with enquiries efficiently and promptly.
 Ensure that our reception and meeting facilities are clean, accessible and maintained
to a high standard of comfort and safety.
 If a enquiry is not relevant to this Department, we will make every effort to direct the
caller to the Department or Office that can help.
 Endeavour to facilate callers who wish to conduct their business in Irish.
 Notify reception if we are expecting callers and do our best to accommodate callers
who don’t have an appointment.
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Complaints and Appeals
We will:
Deal with complaints promptly, sympathetically and in confidence, with due regard to the
sensitivities of the complainant and the rights of all concerned.
Reply to all complaints within 15 working days. If it is not possible to answer within this
period, we will send an interim reply, explaining the position and indicating when a
definitive response can be expected.
If it is not possible to resolve the complaint with the staff member or section with whom the
customer had been dealing, the customer can address their complaint to the Quality
Customer Service Officer. If the customer is unhappy with the outcome, they can have the
case reviewed by a more senior officer or an officer serving in a different Division of the
Department.
If the complaint is upheld and/or we have made a mistake we will rectify the mistake, and
furnish the complainant with an explanation
Inform the customer of their further right to bring the matter to the Ombudsman.
Monitor and review complaints to ensure that errors are rectified and that service delivery
standards are consistently maintained.

Consultation and Evaluation
We will seek feedback on our services by:
Involving our customers in the preparation of our Customer Charter and Customer Service
Action Plan.
Conducting surveys from time to time in relation to aspects of our services.
Using our various managment committees, our annual business planning cycle, performance
management reviews, our annual conference and other similar methods to promote feedback
from staff on our services and how they might be improved.
Providing free-post comment cards in all reception areas and an on-line feedback facility on
our website.

Choice
We will increase our service delivery options where feasible, in particular by:
Using new technology to provide increased flexibility in service delivery.
Making information available electronically through our web site and email.
Making more of our payments using electronic funds transfer (EFT).
Continuing to develope the online tendering system for firms seeking public service contracts.
Pursuing the scope for accessing and completing forms online.
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Services through the Irish Language
We will promote the improved delivery of our services through the Irish language by:
Continuing to actively supports the development of bilingualism across the civil service
through Gaeleagras, both by means of Irish classes and by advising and assisting in the
development of bilingual services for the public.
Meeting our requirements under the Official Languages Act 2003, including the preperation
of a scheme under the Act aimed at improving the level of our public services provided
through Irish.
Preparing a list of Irish speakers in the Department.
Making every effort to accommodate customers who telephone or visit the Department and
who wish to conduct their business in Irish.
Answering in Irish correspondence received in Irish.

Better Co-ordination
We will foster a more co-ordinated and integrated approach to the delivery of our
services by:
Participating in the wide range of interdepartmental committees and networks which assist
us in achieving our objectives.
Reviewing our relationship with other Departments through our business planning process.
Pursuing common business objectives with other Departments, particularly those involving
the innovative use of information technology.
Examining means of continuing to improve the level of co-ordination between different
sections of the Department with a view to increasing the comprehensiveness of our
responses to demands from other Departments and Offices.

Decentralisation
In the context of the proposed decentralisation of a large segment of our services to
Tullamore and Kildare, we will:
Ensure that organisational and other changes arising are managed effectively.
Make full use of the opportunities that decentralisation may offer to improve the design and
delivery of our services.
Continue to maintain a high standard of service to our customers in the areas affected.
Put in place measures to keep our customers informed of changes arising from
decentralisation, particularly those which will impact on them directly.
Handle all issues relating to decentralisation with care and sensitivity.
16

Internal Customer
We will continue to ensure that our staff, our 'internal customers', are satisfied with
their working environment and with the systems and structures in place to support
them in their official activities. In particular we will :
Continue to address a wide range of issues affecting the welfare and performance of staff
through the Department's Partnership Committee.
Seek feedback from staff on the changing needs of the organisation and its working
environment through our standing management committees and the annual business
planning cycle.
Elicit staff views on factors affecting their well-being and performance in the workplace
through the annual performance management cycle.
Provide lunch-time talks, workshops and other presentations for our staff, in addition to our
annual conference, on a range of topics relating to best practice in the workplace.
Continue to make available to staff via an online database the proceedings of our
Departmental Partnership Committee and other papers relating to HR and change
management issues.
Ensure that the comprehensive programme of training and development for our staff
continues to meet their needs and that appropriate enhancements are made as required.
Address issues arising under decentralisation through the Departmental Partnership
Committee and Departmental Council.
Provide a range of family-friendly working options for our staff, including worksharing,
term-time leave and flexi-time.
Introducing a pilot teleworking scheme to determine the potential for applying this facility
more widely.
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Appendix A
Code of Practice for receiving Personal Callers
1.

All callers shall be treated with courtesy and respect.

2.

Personal callers are requested to make an appointment where possible.

3.

If you are due to receive a personal caller (including a courier or taxi driver), you should
notify the reception desk.

4.

Reception staff will notify you of the arrival of a personal caller. You should then come
to the reception area immediately.

5.

Personal callers will sign a visitors' log, stating their name, the organisation (if any) they
are from, the person they are due to meet, the time and the date.

6.

Callers will be invited by reception staff to wait in the reception seating area.

7.

When the caller and the nature of the enquiry are known in advance, it would normally
be appropriate to conduct business with the caller in your office.

8.

Minor enquiries may be dealt with in the reception seating area. If, however, there is a
requirement for confidentiality, the meeting should be conducted in private.

9.

Callers will not be left waiting in the reception area for too long. If you are detained,
you should arrange for a colleague to meet the caller. Reception staff will also monitor
personal callers to ensure that they are not left waiting for too long.

10. Callers wishing to conduct their business in Irish will be facilated where possible.
11. Staff receiving personal callers will be suitably dressed. Reception staff will wear the

uniform provided and name badges.
12. CSD will ensure that all staff dealing with personal callers on a regular basis receives

appropriate training.
13. If the Department cannot be of assistance, every effort should be made to direct the

caller to a public office which can address his/her enquiry. It may be helpful in such
circumstances to let the caller use the reception telephone before s/he heads off to
another public office.
14. Seating will be provided in reception areas
15. Some personal callers may be wheelchair users or have disabilities such as hearing or

visual impairment. Other callers may be elderly. Such callers will be treated with
sensitivity and accommodated to the greatest extent possible.
16. Reception staff will be supplied by CSD with the names and telephone numbers of all

staff in the Department who are prepared to deal with enquiries through Irish.
17. An organisation chart is available to staff on the internal network and is upgraded

regularly.
18. Each reception area will have a closed display case with up to date copies of the

Department’s main publications. Callers who wish to purchase one of the Department’s
publications should be informed that they are on sale at the Government Publications
Sales Office, Sun Alliance House, Molesworth Street, Dublin 2 (01-661 3222).
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Appendix B
Code of Practice for Telephone Use
1.

All telephone calls will be answered promptly.

2.

Give your full name and the name of your section when answering the phone.

3.

Rather than keep a caller holding, offer to take his/her number and call back.

4.

If you need to transfer the caller to another member of staff, give the caller that member
of staff’s name and number and ensure that the call is properly transferred.

5.

Switchboard staff should state the name of the Department when responding to callers.

6.

Give callers your Direct Dial-In (DDI) number wherever possible. This enables outside
callers to contact you directly without going through the switchboard. (Please note that
the DDI is valid countrywide but subject to trunk charges.)

7.

The Department operates a LoCall number – 1890 661010 – which enables callers
anywhere in the country to contact the Dublin switchboard at the local call rate.

8.

The Department's telephone directory is available on the internal network and is updated
regularly. If you urgently need to know an extension number, dial "0" and ask the
switchboard operator for assistance.

9.

If you are going to be absent from your desk, please transfer your calls to voice-mail
or to another member of staff. Since many callers prefer to speak directly to a person,
the latter is preferable.

10. Always ensure that your recorded voice-mail message is current and that it states when

you will access your messages.
11. Please check your voice-mail as soon as you return to the office. Voice-mail should be

checked several times a day, if possible.
12. Respond to your voicemail messages promptly where possible and aim, as a general rule,

to respond within one working day.
13. Your voice-mail facility will respond to all incoming calls and can be accessed by you

from outside the Department using a touch-tone phone. (Since outside access is possible,
it is important for security reasons that you do not use your extension number as your
password.)
14. Endeavour to accommodate customers who telephone wishing to conduct their business

in Irish.
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Appendix C
Code of Practice for handling Correspondence, including Emails,
from members of the Public
1. Correspondence should be opened as soon as it is received and then directed to the
appropriate section.
2. Email should be checked regularly.
3. All correspondence should be dealt with promptly. If a definitive reply cannot issue
within 15 working days, then an interim reply should issue, informing the sender that the
matter is continuing to receive attention and that a definitive reply will issue by a given
date. (A telephone call to the sender may be more appropriate in some instances.)
4. Ministerial correspondence and FOI requests will be monitored electronically. The
Department will monitor, on a sampling basis, performance in dealing with other types
of correspondence to ensure that standards are being met.
5. All replies should carry a contact name and telephone number; including the officer's
DDI number (604 + extension). If the sender lives outside the Dublin area, the LoCall
number (1890 661010) should also be supplied.
6. Replies should be as clear as possible and free from jargon. If it proves necessary to use
technical terms, they should be explained.
7. Reply in Irish to correspondence received in Irish.
8. The QCS Officer may occasionally request sections to issue comment cards or customer
survey forms with all correspondence during a given period.

Enquiries regarding these codes and suggestions for improving them should be addressed to
the Quality Customer Service Officer – Ms Esther McCarthy (01-604 5519).
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Appendix D
Contact Points and Locations
Telephone Mainline: (01) 676 7571
LoCall Number:
1890 66 10 10
Fax:
(01) 6789936
Email:
webmaster@finance.irlgov.ie
Individual e mails
firstname.lastname@finance.gov.ie
Main Web site:
www.finance.gov.ie
Other web sites include
Public Private Partnership Unit
National Development Plan
eProcurement

www.ppp.gov.ie
www.ndp.ie
www.etenders.gov.ie

Locations

Main Offices/Functions

Upper Merrion Street

Office of the Minister
Office of the Minister of State
Office of the Secretary General
Press Office
Public Expenditure Division
Budget and Economic Division
Banking, Finance and International Division
Organisation, Management and Training Division
Corporate Services Division

2-4 Merrion Row

Public Expenditure Division
Public Private Partnerships

73-79 Lower Mount Street

Personnel and Remuneration Division
Banking, Finance and International Division

15 Lower Hatch Street

Public Procurement Policy
MIF/Government Accounting
National Development Plan /CSF Information Office
ERDF Financial Control Unit

Setanta Centre,
Nassau Street

Office of the Accountant
Office of the Paymaster General – Banking

Frederick Building,
South Frederick Street

Office of the Paymaster General – Pensions
Chief Medical Officer
National Development Plan / CSF Evaluation Unit

Lansdowne House,
Lansdowne Road

Centre for Management and Organisation
Development (CMOD)
Gaeleagras
Language Training Centre

Locations are correct at the time of publication but may be subject to change
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Staff Contacts
Direct Dial In (DDI) : Prefix extensions beginning
•

4 with 6318 + last 3 digits (drop the 4)

•

5 with 604 + 4 digit extension number

•

6 with 639 + 4 digit extension number

Subject

Name__

Accounts
Accounts Branch
Exchequer
Government Accounting
Internal Audit
Internal Finance Unit
PMG Banking
PMG Pensions
Salaries

Monica Connell
Jim Stafford
Kevin Nolan
Paul Gully
Noel Tallon
Donal Woods
Graham Rigney
Niall Quinn

5234
5240
6263
4261
5605
5278
5312
5251

Banking and Finance
Consumer Legislation
Dormant Accounts
EIB
General Banking Issues
Insurance and Credit Unions
Financial Intermediaries
New Regulatory Structure
NTMA

Finbarr Kelly
Matthew McGann
Siobhan O'Higgins
Dympna McCorry
Declan Cahill
John Moore
Paul O'Brien
Brendan O'Leary

5833
5532
5685
4040
4139
5568
4120
5563

Budgetary Matters
General Budget Policy
Tax Forecasting/Analysis
Stability and Growth Pact

Aoife O'Sullivan
Alan Mahon
Eve Francis

4009
4074
5839

Civil Service HR Policy
Chief Medical Officer
Non-Pay Conditions
Personnel Code
Promotion
Recruitment
Travel Policy

Martina Kiely
Maurice Kiely
Francis Byrne
Jake Byrne
Colm O'Neill
Finbarr O'Hannrachain

5341
5739
5420
5421
5422
5448

Civil Service Modernisation
Administrative Budgets
Consultancy Guidelines
Decentralisation
Equality Policy
Ethics in Government
Financial Management
Freedom of Information
Recruitment Legislation
Structures of Government

Marie Ralph
Eamon Geoghegan
Mary Nash
Deirdre MacRory
Paul Murphy
Brendan Walker
Gerry Quinlan
Karen Milsopp
Patricia Purtill

4002
5544
5675
5462
4019
6223
5461
4277
5589
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Extension

Corporate Services
Accommodation
Customer Service
Departmental Training Unit
Employee Assistance Service
Freedom of Information (internal)
Internal SMI Unit
Library
Press Office
Staffing

Colm McGlynn
Esther McCarthy
Eddie Joyce
Mary McLarney
Eimer Harding
Patricia Ballantine
Robert Pye
Ailish Farragher
Brian Meenan
Mary McCarthy

5664
5519
4029
6613184
6613762
5501
5800
4061
5875
4034

Economics
Labour Market Analysis
Macroeconomic Analysis
Social Partnership

Scline Scott
Kate Levey
Colm O'Connor

5857
5823
4090

Information Technology
Development Services
eGovernment
HR and Pensions Systems
Information Society Fund
Network Support
Open Source Policy
Procurement Frameworks
Technology Policy

Cathal Hunter
John Foley
Gary Masterson
Jimmy McMeel
Sinead Reynolds
Liam Kelly
Colleen Whelan
Enda Holland

5057
5014
5068
5063
5000
5061
5127
5016

International, EU
Cohesion Fund
Future Financing
ERDF
EU Interreg Programmes
EU Policy Co-ordination
International Financial Institutions
NDP/CSF
North/South Programmes
Structural Funds

Liam Hennessy
Alan Dunne
Aidan O'Brien
Conor O’Reilly
Terry Jennings
Joe Ainsworth
TJ Fleming
Orlaith Mannion
Ann Martin

5722
5449
5758
5752
5471
4024
5726
5419
6280

Organisational and Training Services
Gaeleagras
Alison Reade
Language Training Centre
Moira Heery
Organisational Development
Teresa Lowth
Sean Fitzpatrick
Training
Angelena Amphlett

5041
5034
5130
5170
5154

Public Expenditure
Agriculture
Education Votes
Enterprise/Trade/Employment
Environment
Community Rural & Gaeltacht
Health

6335
6344
6303
6320
6341
5807

Fidelma Ryan
Conall O'Connor
Steven Fadian
Godfrey Craig
Pat Kiernan
Victoria Cahill
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Justice Group
North/South Bodies
Public Private Partnership
Public Procurement
Social Welfare
Telecommunications
Transport

Pat Smyth
Eddie Forde
Carol Coughlan
Teresa Ryan
John Naughton
Pat Keane
Mary Kelly

4012
6334
6316
6234
5859
6324
4073

Public Expenditure Co-ordination
Capital Expenditure
Benny Molloy
Current Expenditure
Karen Hill
Expenditure Review
Geraldine Merrick

5548
5537
4017

Public Service Pay
Civil Service Pay
Geraldine McCarthy
Defence Forces
Jill Broe
Education Sector
Brian Naughter
Garda Pay
Simon McGrath/Angela Whiston
Health Sector/ Local Authority Pay Alice Smith
Public Service Pay Policy
Tony Cleary
Semi-state Sector
Sighle de Barra

5413
5402
4579
5446
5411
5410
5407

Public Service Pensions
Actuarial Advice
Civil Service Pensions Policy
Pensions Administration
Pensions Commission
PayMaster General Pension queries

John Reilly
Seamus O'Dwyer
Michael Duffy
Henry O'Mara
Graham Rigney

5453
5759
5495
5493
5312

Taxation*
CGT/DIRT/CAT
Corporation Tax
Excise
Finance Bill
Income Tax
International Tax
VAT

Anne Marie Ross
Ian Kelleher
David O’Sullivan
Ciaran Caverly
Aiden Madden
Mary Farrell
Ronan O’Reilly

5879
5622
5805
5597
5617
5553
5812

* Note on Taxation Enquiries
Questions regarding taxation matters should be directed to the Office of the
Revenue Commissioners in the first instance – Telephone 878 0000

Names are correct at the time of publication but may be subject to change at a later stage
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