Chief State Solicitor’s Office
Customer Charter 2011 - 2014
Introduction

The Chief State Solicitor’s Office is a constituent element of the Office of the Attorney General and is the principal provider of solicitor services to the Attorney General and to all Government Departments and Offices. It also provides solicitor services to certain other State Agencies and acts for the State before Tribunals and Commissions of Inquiry.  The Office does not act for members of the public. 
Quality Customer Service

It is our goal to provide legal services to our customers in accordance with the twelve Quality Customer Service Guiding Principles.

Mission Statement

Our mission as set out in the Statement of Strategy of the Office of the Attorney General 2011 – 2014 is to provide the highest standard of professional legal services to Government, Departments and Offices as economically and efficiently as possible. 

Commitment to Customers

We are committed to:

· providing independent, objective legal advice and services in a professional and ethical manner. 

· delivering high quality legal services which meet the needs of our customers and support them in the delivery of their priorities.

· establishing excellent working relationships with our customers.

· having regular interaction with our customers.

· ensuring that our systems are flexible, adaptable and capable of responding to customers demands for our services.   

· identifying customer requirements for specialist legal service and developing our legal capacity in the light of such requirements.

· making the maximum use of information technology in the delivery of our services. 

· ensuring that our processes and systems support the delivery of efficient and effective services to customers, giving value for money.
· monitoring and reviewing our risk management strategy to ensure that we are providing the requisite level of service to customers.

· identifying, monitoring and reporting on sensitive cases.
· cultivating a customer service ethos amongst our staff through induction of new staff and ongoing training of existing staff. 
Service Standards

We have set out the following service standards:

· Customers will be treated with respect and courtesy. 

· Telephone calls will be answered promptly.

· Members of staff will use answering machines on their telephones and telephone messages will be returned where possible, within 24 hours. 

· When a member of staff is out of the Office, a message to that effect will be left on his/her telephone answering machine together with an “out of Office” response to incoming e-mails.

· When a matter is referred to the Office, a new file will be opened, registered and assigned to a staff member within 3 working days.

· Incoming letters and e-mails will be acknowledged within 7 working days.

· An out of hours service will be provided outside normal working hours to deal with urgent Court applications.

· All correspondence coming from the Office will contain the name of the officer dealing with the matter and his/her telephone extension and e-mail address. 

· When a different member of staff is assigned to deal with a file, a letter to that effect will issue to the customer as soon as possible. 

· Documentation produced by the Office will be accurate, reflect customer instructions, use plain non technical language and be professional in layout and appearance. 

· Customers will be given as much advance notice as possible of consultations and court hearings.

· Customers will be kept up to date of developments in their cases on an ongoing basis. 

· Meetings will be held with principal customers on a regular basis, with the frequency of same depending on customer requirements.

· The Office will use up to date technology to enhance the choice and quality of service to our customers. 

· Specialised sections and teams will be created when required, to align our services to customer needs.

· A current organisation chart will be maintained on the Office website so that customers can ascertain the Section and Division within which any matter is being dealt with. 

Service through Irish 

The Office will make every effort to facilitate customers who wish to conduct business through the Irish language. In particular we will:

· reply in Irish to correspondence and electronic mail received in Irish. 

· provide a bilingual service from our switchboard operators and receptionists.

· encourage and support participation in Civil Service Irish language training initiatives.

· arrange that when legal proceedings are instituted in Irish, the case is assigned to an Irish speaking member of staff and that Counsel who is fluent in Irish is retained.

· provide information in Irish on our website.

· publish our Statement of Strategy, our Annual Report, our Freedom of Information Guide and our Customer Action Plan simultaneously in both Irish and English. 

· translate frequently used legal documentation into Irish, as required.
· meet our commitments under the Official Languages Act 2003.

Equality / Diversity

· We are committed in the provision of our service to the principles of equality as enshrined in equality legislation. 

· We will raise staff awareness on equality and diversity issues. 

Physical Access

· We are committed to keeping our Offices clean, safe and accessible to customers with disabilities. 
Feedback

· We consider that feedback is an essential element in understanding the requirements of our customers. 
· In order to evaluate our performance we would welcome any feedback or suggestions that you might have or if indeed our service has exceeded your expectations we would like to hear about it so that we can continue to provide you with a high quality service. 
Help us to help you


To assist us in reaching our service standards, we would be grateful if you would:

· quote our reference number in all communications with us.

· keep appointments and if unavailable to attend, give us as much advance notice as possible.

· provide us with correct information in a timely manner.

· treat our staff respectfully. 

Complaints

· If you have a complaint about the standard of service provided by us and are unable to resolve the matter with the officer concerned in this Office or his/her immediate superior, you may refer the complaint to the Human Resources Manager, Chief State Solicitor’s Office at the Osmond House address set out below. In the event that the complaint cannot be resolved by the Human Resources Manager, then he/she will arrange for a review of the complaint to be carried out by a member of our Management Advisory Committee nominated by the Chief State Solicitor.

· All complaints and reviews of same will be dealt with promptly, objectively and in a consistent open and fair manner.

Contacting us

You may contact us at:

· Addresses - 



Chief State Solicitor’s Office, 



Osmond House,



Little Ship Street,



Dublin 8.



Chief State Solicitor’s Office,



The Chancery, 



3 – 10 Chancery Lane,



Dublin 8.

· Telephone - 

Our telephone number is 01 -4176100. The Office also maintains a ‘direct line’ system which enables a direct telephone contact to the desk of the officer concerned. If you know the officer’s extension number, you should replace the last four digits to the main telephone number with the extension number you require. 

· Fax - 

Our fax number is 01 -4176299

· E-mail – 

contact@csso.gov.ie
eolas@csso.gov.ie 

Staff of the Chief State Solicitor’s Office can also be contacted at


Forename_Surname@csso.gov.ie 

· DX 186 Dublin





















































































