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1 Introduction

The Office of Chief State Solicitor (“the Office”) is a component part of the Office of the Attorney General and is the principal provider of solicitor services to the Attorney General and, in turn, to all government departments and offices. The Office also provides solicitor services for certain other State agencies and for certain tribunals. 

The services of the Chief State Solicitor’s Offices are aligned to the Mission Statement of the Office of the Attorney General. That mission is to provide the highest standard of professional legal services to Government, government departments and government offices.

This customer action plan primarily addresses the solicitor service needs of government departments and offices and agencies that may be described in the ordinary way as being clients of the Office. The plan also addresses two other groups of stakeholders, i.e., 

1. The staff of the Office – the internal stakeholder; and

2. The citizen as represented in his / her dealings with the Office by his / her own solicitor.

The Office intends to make the commitment to quality customer services one of its essential legal service tenets. In due course the Office would like to pursue appropriate accreditation for its customer service practices. However it may be premature for the Office to seek accreditation at this time, but the Office or sections within the Office will be asked to consider their readiness to commence the process of accreditation as part of their next business plan. Already a number of initiatives are in progress within the Office which will facilitate a greater level of service to the client and which will facilitate any move towards accreditation. These are:

· A new Information Technology Strategy,

· Development of Quality Practice Manuals,

· Management Information Framework,

· File and Record Management Policy,
 

· PMDS,

· Appointment of human resources officer.

The Office is building up to full strength and hopes to have achieved this target by the end of 2002. Clearly the fullest achievement of the objectives is dependent on achieving a full staffing complement but nonetheless we expect to achieve substantial progress in delivering on our objectives before then.  At the outset, this plan is intended to cover the period 2002 to 2004 but this time frame is likely to be modified in the light of the review of the Office’s Statement of Strategy which is intended to take place later this year.

2 Strategic Background

A key strategic objective for the Office is to provide an office management and organisation which ensure efficient delivery of legal services to Government, Departments and Offices and which ensure an effective and productive working relationship which takes into account the public service change programme
.  The approach to ‘legal service’ is also defined strategically as maintaining and developing ‘the provision of specialist legal services in all areas of law of major importance to Government, Departments and Offices’. 

The business philosophy of the Office, in so far as to relates to quality customer service, is set out in its Overarching Business Plan
 and contains the following elements, viz.,

· To establish sound working relationships with all our clients in which the requirements of our clients are paramount in the delivery of our service.

· To support a culture of regular interaction with all our key stakeholders. 

· Continuous attention to identification of client requirements / opportunities for specialist legal service and areas of law of major importance to Government.

· To understand full range of client requirements in terms of specialist legal service and legal practice areas of major importance to Government.

· Embed objective in all organisational processes and especially in processes of communication with clients and in MAC agenda and review processes.

· Continuous development of legal capacity in light of what we learn about client requirements. 

· To achieve a satisfactory alignment between skills and perspective of its staff with the public management needs of client departments. 

· To develop reputation as ‘team player’ in providing solicitor services which support the mission of client departments. 

· To develop awareness of client’s policy framework and guidelines within which they operate.

· To provide training and awareness building to support these objectives.

The Office wants to be able to achieve a goal of top class legal service.

3 Organisational Background

The structures of the Office were recently re-organised in the wake of a number of developments including,

· the transfer of the solicitor functions in criminal prosecutions to the Office of Chief Prosecution Solicitor located within the Office of The Director of Public Prosecutions,

· the establishment of the State Claims Agency,

· The redistribution of the civil litigation case load to provide for a more equitable distribution of case load and functional specialisation,

· The introduction of new legal services such as in the areas of asylum and immigration law and commercial contracts,

· The opportunity to create more specialist sections and teams with improved alignment to client needs,

· The availability of increased resources to the office, especially in terms of staff  numbers and the new opportunities for improved staff structure,

· The rationalisation of the clerical support arrangements (including the forthcoming establishment of a documentation centre),

· The implementation of the modernisation programme  (SMI) and with strong emphasis on the role of mission, Statement of strategy, business planning, Partnership and PMDS. 

4 Organisation

The Office is now organised along the lines of 5 legal divisions and an administrative division. Each division is organised into sections (or, in some cases, teams) on the basis of similarity of work or client. The organisation takes account of the principal demands of clients. The divisional and sub divisional organisation is illustrated in the Chart shown in appendix 1.

The Office’s solicitor and legal executive grading structures are set out in appendix 2.

4.1 Public Law Division

This division contains two sections, namely, the Commercial and Constitutional Litigation Section and the Judicial Review Section. The Division is headed by an Assistant Chief State Solicitor.

The division has a clerical support complement of 9 staff.

4.1.1 Commercial and Constitutional Litigation Section

The cases dealt with in the Commercial and Constitutional Litigation Section usually go to full plenary hearing in the High, Circuit and, sometimes, the District Court and are frequently appealed to the Supreme Court or referred to the European Court of Justice. Issues of law arising in these cases include areas such as commercial, contract, employment, insurance, planning, housing, public health, social welfare, administrative, constitutional and European Union law. The Section is headed by a solicitor at Deputy Assistant Chief State Solicitor grade. Staffing currently consists of comprises 7 solicitors and 4 legal technical staff and full complement comprises 9 solicitors and 5 legal technical staff.

4.1.2 Judicial Review Section

Judicial Review is a legal procedure whereby executive, judicial and administrative decisions (including decisions of Government) are challenged in the High Court by the body or citizen affected by the decision. Frequently the power of the decision maker is challenged or it is alleged there has been a departure from the principles of natural and constitutional justice in the making of the decision. Such applications are extremely common. All judicial review applications involving government departments and offices and a number of other clients, e.g., the Adoption Board and The Garda Complaints Board, are dealt with in the Judicial Review Section of the Office. 

The Section is headed by Deputy Assistant Chief State Solicitor. Staffing currently consists of comprises 7 solicitors and 2 legal technical staff and full complement comprises 9 solicitors and 3 legal technical staff.

4.2 Advisory Division

The section carries a wide ranging work load, much of it complex by its nature, which consists mainly of work that does not fit neatly into the portfolio of the work of other divisions or cases where State parties take the initiative in taking court proceedings, i.e., the State as plaintiff or applicant. The division is headed by an Assistant Chief State Solicitor and has a clerical support complement of 6 staff.

The sections within the Advisory Division consist of 5 sections.

4.2.1 Specialist Advisory Section

This section deals with Tribunal and Inquiry work and with the more complex legal advisory cases. This section is headed by a Deputy Assistant Chief State Solicitor. Staffing currently consists of comprises 3 solicitors and full complement comprises 2 solicitors and 1 legal technical staff.

This Section has had recent major involvement in the representation of State parties before the Tribunal of Inquiry into the Infection with H.I.V. and Hepatitis C of Persons with Haemophilia, and Related Matters (The Lindsay Tribunal).

4.2.2 State and European Litigation Section

This section deals with litigation before the European Court of Justice (Luxembourg) and extra territorial litigation (e.g., the MOX case before the International Tribunal for the law of the Sea in Hamburg).  It also deals with State plaintiff litigation (including injunctions) and employment cases.

This Section is headed by a Deputy Assistant Chief State Solicitor. Staffing currently consists of comprises 5 solicitors and full complement comprises 4 solicitors and 1 legal technical staff.

4.2.3.
General Advisory Section

This section deals with general advisory matters and is headed by a solicitor at Deputy Assistant Chief State Solicitor grade.  The work can involve company law proceedings, arbitration, adoption matters, mutual assistance requests and providing legal advice in relation to mining and petroleum exploration and development. Staffing currently consists of comprises 4 solicitors and full complement comprises 4 solicitors and 1 legal technical staff.

4.2.3 Commercial Contracts Section

Preparations are underway for the establishment of this new section to advise on and handle certain commercial contracts. The section will also deal with procurement law work. 

At start up the section will comprise of 4 solicitors. 

4.2.4 IT Strategy:  Case & Records Project Management

The Office is in the planning stages of the implementation of a new file and records management policy and in the development of the new computerised case management system. This project will integrate with other strategic IT policies such as MIF, human resource records and knowledge management.  

A Deputy Chief State Solicitor from the Advisory Division is assigned as a project manager for the file policy and case management projects.

4.3 Conveyancing and Property Division

This division consists of three teams each of which is focused on the conveyancing, property law and title issues of clients. The Division is headed by an Assistant Chief State Solicitor. The Division has a clerical support complement of 7 staff.

The Division is organised into three teams, viz.,

4.3.1 Defence and Marine Team.
This team is temporarily headed by the Assistant Chief State Solicitor but it is intended to be headed by a Solicitor at Principal grade in early course. The team handles all property law matters for the the departments of Agriculture, Defence, Marine, Tourism Sport and Recreation and Public Enterprise. In relation to Marine a major part of the work consists of Leases and Licences of foreshore and sites at Fishery Harbour Centres. The Defence side relates to the sale of such military barracks (& related premises) as are surplus to military requirements and the leasing and licensing of premises. The Tourism end handles the legal requirements in relation to  national lottery grant applications, e.g. Deeds of Covenant and Charge. The team also furnishes legal advice on miscellaneous matters e.g., landlord and tenant problems, title issues, interpretation of legislation, etc.

Staffing currently consists of comprises 2 solicitors and full complement comprises 4 solicitors and 2 legal technical staff.

4.3.2 Finance Education, Justice and Dúchas Team

This team is headed by a Deputy Assistant Chief State Solicitor and consists of 6 solicitors and 2 Legal Executives.  The team deals with ultimate intestacy cases protecting, administrating and disposing of assets to include real property; Section 49 applications to the Land Registry where the State has an interest due to ultimate intestacy;  waivers / applications under sections 28 & 30 of the State Property Act, 1954 (where property of a dissolved company vests in the Minister for Finance) and declarations of ownership under S30 of the State Property Act, 1954. 

The Education side deals with purchases / sales, leases and declarations of Trust.  The Dúchas work covers the sale / purchase of properties to include national monuments; the acquisition of bogland / turbary rights including cases arising as a result of the cessation of the Turf Cutting Scheme in Special Areas of Conservation pursuant to the EU Natural Habitats Regulations 1997 and arts grants (DCIS ACCESS) where the interest of the Minister is secured by charge.

Staffing currently consists of comprises 5 solicitors and full complement comprises 6 solicitors and 2 legal technical staff.

4.3.3 Office of Public Works / Health and Children Team

This Team is headed by a Deputy Assistant Chief State Solicitor and comprises 7 Solicitors. The bulk of the work involves the acquisition by purchase or commercial leasing of accommodation for the OPW on behalf of Government Departments, including office blocks, shopping centre, business park and industrial eState premises. The work also includes the disposal of surplus property; the acquisition of national school sites; the acquisition of accommodation for asylum seekers; the acquisition of properties for Garda stations; the disposal of former Garda Stations. Up to recently the acquisition of accommodation for the courts was another large area of work. The work for the Department of Health and Children includes the disposal of surplus property; advice on the transfer of hospitals to health boards; the leasing of State property for hospital purposes where appropriate . In addition to dealing with all of the above conveyancing matters, the Team provides on-going legal advice in relation to property issues as they arise, e.g. landlord and tenant matters, planning, contract and title matters, etc.

Staffing currently consists of comprises 6 solicitors and full complement comprises 7 solicitors.

4.4 Justice and Common Law Division

This Division handles the remainder of the quasi criminal functions of the Attorney General’s Office in the aftermath of the transfer of the solicitor criminal function to the Office of the Director of Public Prosecutions.  It also handles a large volume of tortious claims taken against the State (a civil law case load) and it manages the general legal services function of the Office. The Division is headed by an Assistant Chief State Solicitor.

The Division is organised as follows,

4.4.1 Justice and Crime

Staffing currently consists of comprises 1 solicitor and full complement comprises 3 solicitors and 1 legal technical staff and deals with:

· the conduct of ministerial prosecutions in the Dublin District and Circuit Courts,  

· representation of the Attorney General and the State in the High and Supreme Courts in extradition cases, 

· appearing as solicitor for State parties in licensing applications and before the  Coroner’s Court, 

· dealing with the transfer of sentenced prisoners from the United Kingdom under the Transfer of Sentenced Persons Act, 

· appearing as Solicitor for the State in mutual assistance matter 

· appearing in the Dublin District Courts as solicitor for Attorney General or government department or office in all matters relating to the administrative of justice.

4.4.2 Criminal Assets Section.

This section provides solicitor service for the Garda Siochana in matters related to the functions of the Criminal Assets Bureau.

4.4.3 Tortious Claims

This section is headed by a Deputy Assistant Chief State Solicitor and handles a large volume of tortious claims, including claims for negligence, breach of statutory duty, nuisance, defamation, trespass, assault, battery, false imprisonment, liability of occupiers and employers.   The section also handles a large volume of cases in the areas of harassment / bullying, hepatitis appeals (and plenary summons cases) and army post traumatic stress litigation. Currently a high percentage of the work of the section relates to institutional abuse cases.  

Staffing currently consists of comprises 10 solicitors and 2.5 legal technical staff and full complement comprises 11 solicitors and 4.5 legal technical staff.

4.4.4 Legal Services Section

This is a new section and is headed by a Principal Legal Executive.. Staffing currently consists of comprises 9 legal technical staff and 4 clerical staff and full complement comprises 11 legal technical staff and 4 clerical staff.

The section provides legal services in areas such as preparation of cases for District Court, debt collection, taxing of legal costs, payment of counsels’ fees, recovery of State legal costs, preparation and conduct of garda compensation cases, acceptance of service of legal proceedings.

The section prepares mutual assistance cases for hearing and, likewise, all cases for ministerial prosecution or recovery in the District Court.

4.5 Asylum and Civil Litigation Division

This Division is headed by an Assistant Chief State Solicitor and comprise of  3 sections as follows, 

4.5.1 Asylum Section

The Asylum Section handles all asylum, immigration and repatriation  cases and works closely with the Attorney General’s Office and with the Department of Justice, Equality and Law Reform and other refugee agencies. The Section is headed by a Deputy Assistant Chief State Solicitor. Staffing currently consists of comprises 8 solicitors and 1 legal technical staff and full complement comprises 10 solicitors and 2 legal technical staff. The section has 6 clerical support staff.

Most of the work of the section is of a litigious nature and necessitates daily attendance before the High Court.  

4.5.2 Personal Injuries Section

This section is headed by a Principal Solicitor and handles a high volume of personal injuries litigation in all the courts. The case load includes the defence of a large number of claims delegated to the State Claims Agency under the National Treasury Management Agency (Delegation and Conferral of Functions) Order, 2001.

The section handles personal injuries actions against the Office of Public Works.

Staffing currently consists of comprises 10 solicitors and 1 legal technical staff and full complement comprises 11 solicitors and 1 legal technical staff. The section has 4 clerical support staff.

4.5.3 Army Hearing Loss Section

The Army Hearing Loss Section was established in 1995 to deal exclusively with hearing loss litigation brought by members or ex-members of the Defence Forces against the State. Staffing currently consists of comprises 8 solicitors and 4 legal technical staff and full complement comprises 8 solicitors and 8 legal technical staff. The section has 13 clerical support staff.

The Section liaises closely with its Client, the Department of Defence, in the formation of an overall policy in dealing with these claims and in the defence of each case.  

Recently the work of the Section in the operation of the ‘Early Settlement Scheme’ has been augmented by the use of a panel of loss adjusters and this approach is likely to continue into the foreseeable future.         

4.6 Administration

This Division is headed by a Head of Administration at Principal Officer grade. It consists of 5 sections as follows,

4.6.1 Human Resource Section

This is a new section about to be headed by a newly appointed human resources officer at AP grade. As well as having responsibility for the traditional personnel functions it will also have responsibility for the development of progressive human resource strategy and practice within the Office. Human resource policy will develop in line with developments within the civil service but will also be informed by the discrete corpus of best practice developed internationally for the management of professional services.  

The section comprise of a staff of 7 persons.

4.6.2 I.T Section

The IT Section is headed by an IT Manager at AP grade. 

Responsibilities include the management, development, maintenance and service of all IT resources both in terms of hardware and software and with particular reference to the data bases and communications systems which support the legal service functions of the Office.

The section plays a lead role in the implementation of the Office’s IT Strategy.

The section has a staff complement of 7 persons.

4.6.3 Library & Information Section

The Library and Information Service is headed by a legal librarian and also consists of an assistant librarian and 1 clerical officer. 

The law librarian manages the collection of the library, both hard copy and electronic copy and handles a large volume of legal research queries and provides training and research support for all legal staff.

The library maintains links to other important law libraries and also provides a current awareness service for staff as well as desk-top access to a large range of computerised legal research tools. 

The Library and Information Service is strongly committed to the development of knowledge management capabilities within the Office and is leading the implementation of strategy in this regard.

4.6.4 Accounts Section

The Accounts Section is responsible for all payments, excluding payroll and a small number of payments processed through the Costs Accounting Section. It is also responsible for maintenance of relevant records and accounts and for ensuring that effective internal control practice are in place.  On an agency basis, the Department of Finance Accounts Section provides a payroll service and a payable order/cash account service.  

The section has a staff complement of 7 persons.

The Office shares an internal auditor with the Office of the Attorney General and maintains an internal audit programme and an Internal Audit Committee under an independent and external chair.

4.6.5 Documentation Centre

This will be a new section and will be established shortly. It will be headed by an officer at HEO level and will comprise of a total complement of 14 staff. The function of the centre will be to provide all large scale copying and binding services for the Office and also to manage the incoming and outgoing post of the Office, fax and e-mail transmissions and registry functions. Other duties may be assigned from time to time. The section will operate under agreed quality performance standards.

It is intended that customer service issues such as quality and timeliness of arrangements for incoming and outgoing couriered items and the handling and distribution of post and faxes will be better managed.

5 Customer Service Objectives

5.1 An Ethical and Confidential Service

The Office will observe a high standard of public and commercial ethics  in the discharge of its functions. All staff are bound by the Official Secrets Act and by professional duties of confidentiality.

The requirement for an ethical and confidential service will be strongly emphasised in all induction and continuing staff training. 

As part of its information technology strategy 
, the Office is preparing a new file and records management policy and a computerised case and file management system. The Office will ensure that the requirements for confidentiality of information are protected in the new systems.

The Office will fulfill its statutory obligations as regards the archiving of files and its practices in relation to this obligation will be reviewed in the development of the new file and record management policy.

5.2 The Local State Solicitor Service

Some State legal work arising locally is transacted by local State solicitors who are appointed by the Attorney General and who work, generally, to the Chief State Solicitor. These State solicitors are in private practice and are paid, for the most part, a pre-determined sum each year for their services.

Most of the work transacted by local State solicitors relates to the prosecution of crime and a minor percentage of work arises from instructions on the civil side. 

It is anticipated that responsibility for local State solicitors will transfer from the Chief State Solicitor to the Director of Public Prosecutions later in 2002 although further discussion with the local State solicitors has yet to take place and legislation will be required.

It is premature to discuss what future arrangements might be made by the Chief State Solicitor for the transaction of legal business outside of Dublin. A range of options are under consideration and it is intended that arrangements will be in place to enable a smooth continuation of non Dublin legal business activity.

5.3 Client Meetings

Casework will be organised in such a way so as to facilitate regular case work meetings with principal clients or client units. Meetings will be run with courtesy and sensitivity and without unnecessary delay. Meetings will aim to foster a climate of mutual respect between client and solicitor.

The two principal purposes of the meetings with be,

a) to monitor the delivery of quality solicitor services to the client and client satisfaction, and 

b) to communicate the Office’s needs for fullest instructions and its views on the on the issues in question.

The Office will conduct regular meetings with principal clients (on a range from monthly to four monthly intervals), with the following approach to agenda, viz.,

· To review progress in legal files from a specially prepared list,

· To review priority ratings of matters,

· To develop the processes for the giving and taking of instructions in legal cases,

· To establish improved working relationships between officers,

· To assist in identifying emerging solicitor service needs of clients,

· To assist in identifying training and development needs,

· To monitor alignment between skills of Office staff and service needs of client,

· To share solicitor / client understanding of policy and legal issues and constraints,

· To consider costs of legal service where that question arises,

· To enable a structured approach and meaningful consultation by client in relation to the development, delivery and review of services.

· To review standard and quality of solicitor service and to address any concern raised in connection with standard or quality of service.
5.4 Court Hearings and Consultations.

In relation to both court hearings and consultations the Office will ensure that both the client and counsel are adequately briefed and given sufficient notice of date, time and location of the hearing or consultation. Furthermore, the Office will notify all witnesses in a timely manner and will notify the Attorney General’s Office in advance of all hearing or consultation arrangements. 

In the case of consultations the Office will ensure, where possible, that a consultation room has been booked and that all parties are aware of the specific purpose of the consultation.

5.5 Documentation Standards

All documents created by the Office will

· be technically sound,

· reflect the instructions of the client / AGO,

· reflect the use of accurate but plain language,

· apply professional layout and appearance,

· reflect the best use of standardisation and automatic document generation.

All correspondence will State the name and section of the solicitor or legal executive dealing with the matter and the Section of the Office. All minutes will be signed in the name of the solicitor or legal executive writing the minute and will State the grade of the officer and will show the Section to which the officer is assigned.

An appropriate selection of standard documents will be made available in the Irish language by end October, 2002.

The Office will devise and put in place best practice arrangements for the preparation of affidavits for swearing.

5.6 Court Proceedings: Procedures for Acceptance of Service.

The Office will accept service of all court proceedings on behalf of clients for whom we act and this function will be administered by the Legal Services Section. Procedures for accepting service of proceedings and for immediate response will be developed by the Section and adequately documented.

5.7 Solicitor Advocacy Service.

Traditionally the Office has had a strong competence in solicitor advocacy skills. In the wake of the transfer of the criminal prosecution function to the Office of the Director of Prosecutions the Office is committed to ensuring that a strong competence remains in the Office to service residual District Court attendance requirements and other areas of practice where advocacy skills are required. 

The Office will make appropriate arrangements to maintain and develop those skills. Specifically, the Office will identify the development of advocacy skills as a priority in its training programme and will arrange to avail of specialist Law Society training in the area. 

5.8 Outsourcing to External Legal Firms

The Office will continue to develop skills in the areas of negotiating, contracting, monitoring, management, budgeting and costing of outsourced legal work in areas where this course is necessary and does not contradict the objectives of the Office. The Office will continue to develop an awareness, both internally and externally, as to the advantages and disadvantages (and cost) of outsourcing in different circumstances.     
The Office will continue to develop sustainable policies as regards use of external legal service providers  under its management and in atypical arrangements. The Office has result experience in the selection by tender of external legal advisers and is well placed to advise on the suitability of outsourcing in any given situation and to manage the outsourcing process for client departments and offices.

Decisions in relation to outsourcing will be made by the Office in consultation with client departments.

5.9 Working with Counsel

Counsel’s fees will be processed for payment as fee notes are invoiced. Fees payments will be controlled under scale fee and non scale fee arrangements. Fees will be processed in the quarter of invoice for payment in the following quarter.

5.10 Consistency of Advice.

The Office will co-operate closely with the Office of the Attorney General to ensure consistency of advice as between both offices. Ability to co-operate more fully will be enhanced by the development of the knowledge management component of the IT strategy.

5.11 Web Site and Extranet Facilities.

The Office wishes to use all available and emerging technologies to ensure maximum access and choice and quality of delivery of its service. The Office is aware of Government policy concerning the Information Society and e-Government particularly as articulated in the Government Action Plan for the information Society. It is anticipated that these policies will be considered in the context of the review of the Office’s Statement of Strategy which will take place later this year.

The Office’s web site can be found at http://www.gov.ie/ag/the Office/index.html. The site is not fully developed and progress in this regard is anticipated.
 The site will contain an appropriate and relevant amount of information in the Irish language and will contain a copy of this plan in both its Irish and English language versions.

The Office intends, inter alia, to maintain a current organisation chart on the web site so as to enable client departments ascertain information on the section and division within which any matter is being transacted.

The web site will contain directory style information on local State solicitors and on some other providers of solicitor service for the State.

The Office will co-operate actively with the Courts Service in the development of electronic methods of conducting court business to ensure that the Office is prepared to use such methods once they have become established.

The Office is committed to the introduction of Extranet services whereby clients will have on-line access to case information and is in discussion with two client office as to how this can be achieved. The Office anticipates that there will be a wider demand for this facility in the near future.  The introduction of an extranet service will take place as part of the roll out of the technology strategy which the Office shares with the Office of the Attorney General and can be expected some time during the currency of this plan.

5.12 Response Criteria

The Office will aspire to reach the following standards, viz.,

· In the case of most new matters being referred to the Office, the new file will be opened, registered and assigned to a staff member within 3 working days and a letter will issue to the client indicating the name and reference of the legal officer assigned within 2 further working days. 

· Letters (and e-mails), where appropriate, will be acknowledged within 7 working days. 

· Where further instructions or other steps need to be taken before addressing the substantive issue raised in any letter this will be Stated to the correspondent.

· All letters from the Office will contain the name of the officer dealing with the matter and his / her telephone extension and e-mail address. (Some exceptions to this practice will be permitted in special circumstances).

· Where possible, telephone calls (including calls recorded on telephone answering machines) will be returned within 24  hours. This will require special arrangements to facilitate staff involved in court hearings on frequent or for prolonged periods of time. In those circumstances reasonable extensions of time within which to return telephone calls will not be regarded as delay in service.

· Telephone answering machines will be used by each member of Office staff and the following are the guideline message formats issued to staff, viz.,

· ‘ “Officer’s full name” – Sorry, I’m not able to take your call at the moment. Please leave your name and number and I will call you back. Thank you.’

· ‘ “Officer’s full name” – I am not in the ofice today but I will be back in the office on [ day / date ]. Please leave your name and number and I will call you back after I return. Alternatively, if you wish to speak with somebody in the Office and have a touch tone telephone, please dial ‘zero’ and you will be transferred to the switchboard operator’.

· An ‘Out of Office’ message will issue in response to all e-mails where a member of the Office is away,

· Change of personnel: In any case where there is a change of personnel handing a file an advisory letter will issue to clients, as soon as possible, giving the name of the new legal officer.

· From time to time detailed instructions may require to be given by a Section Head  and frequently matters will require particular consideration by a Section Head before allocation of a file.  In those circumstances reasonable extensions of time within which to allocate those files will not be regarded as delay in service.

The Office will maintain a readiness to deal quickly with important and urgent business.

5.13 Irish Language Service

The Office will have regard to the Guidelines for Action Programmes in the State Sector as published by Bord na Gaeilge.
 

In particular the Office will

· undertake a survey of the ability and fluency of its staff in the Irish language and identify staff at appropriate grades that are able and willing to provide a legal service in Irish. The survey will be undertaken by end October, 2002,

· co-operate with the Office of the Attorney General in briefing and working with Irish speaking counsel in appropriate cases,

· support and participate in Civil Service Irish language training initiatives,

· encourage and support Irish speakers within its staff in the provision of a service through Irish,

· have particular regard to the requirements of the Department of Arts, Heritage, Gaeltacht and the Islands for the provision of any legal service through Irish,

· prepare, by December 2002, an appropriate set of frequently used standard documents and letters for use in the Irish language,

· in selecting external providers of legal service, the Office will consider the suitability of a requirement for an Irish language competence having regard to the subject matter of the legal task being undertaken, its relationship with Irish language / culture policy issues and the requirement for quality customer service,

· maintain and publicise a list of competent Irish / English translators and will make available within its library a set of Irish language dictionaries, grammars, terminology collections and a set of bilingual versions of documents and standard letters commonly used within the Office,

· Ensure that all new signage is bilingual,

· Where necessary, provide telephonist and receptionist staff with sufficient training to be familiar with basic greetings in Irish.

This Customer Action Plan will be made available in both the Irish and English languages and a copy of the plan in both languages will be made available on the Office’s web site in early course.

5.14 Equality Policy

The Office is committed to the principles of equality particularly as enshrined in the Employment Equality Act, 1998, Equal Status Act, 2000 and also in the White Paper on Rural Development and in the National Anti Poverty Strategy. These principles will be adhered to within the Office and particularly in the recruitment, development and promotion of staff and in the selection of external legal advisers or consultants.

5.15 Access to Office.
The Office will provide clean accessible public offices for staff, visitors and for meetings and consultation purposes. The general office accommodation position is under review at present in the wake of recent re-organisation. 

Office accommodation will comply with occupational and safety standards and will also facilitate access for people with disabilities and others with specific needs. Considerable progress has been made over the past year in making Osmond House accessable for wheel-chair users and progress in this regard will be reviewed before August, 2002.

5.16 Issues Concerning Quality of Service.

The Office will handle any such issue raised by a client department or office as follows;

· The Office is anxious to receive feedback from clients concerning quality of service, including quality of service provided by counsel or by expert advisers or witnesses representing State parties,

· Where concerns relate to the performance of an individual member of the Office these concerns should be raised with that officer in the first instance. 

· Where concerns are not then addressed sufficiently they should be  communicated to the appropriate Section Head (or, where the appropriate department officer considers it more appropriate), to the Division Head.

· Concerns will be dealt with in a transparent manner and with provision for access by client to the Chief State Solicitor, if necessary, to deal with any unresolved service issues.

· A client will be guaranteed a meeting with a Section Head, Division Head or with the Chief State Solicitor (as sought) to discuss any service issue that has not been otherwise resolved. This meeting will generally take place within 7 days of the request

5.17 Responding to Political Representations.

The Office will respond courteously and in a timely manner to all representations from elected politicians in line with best practice within the Civil Service.  However issues concerning information on the personal affairs of citizens  may require to be dealt with in an ethical manner which may restrict members of the Office is discussing certain aspects of any case. Particular ethical considerations apply where the citizen is represented by his or her own solicitor.

The Office will prepare a set of guidelines to enable staff be responsive to the legitimate representation of politicians while, at the same time,  complying with all ethical requirements.

5.18 Dealing with the Media.

It is the policy of the Office not to discuss any issue with members of the press or other media. Where questions from the press / media relate to the business of clients such questions will be brought to the attention of the client immediately. Where questions relate to the business of the Office they are referred immediately to the Government Information Service for its attention. Any departure from this policy in any particular matter can only be authorised by the Chief State Solicitor or by MAC.

6 Citizen Service Objectives.

From time to time the Office deals directly with members of the public such as in cases involving lay litigants and in cases involving the administration of escheated eStates. In such cases the Office will conduct its dealings with the citizen in a courteous and dignified manner.

The most frequent point of contact between the citizen and the Chief State Solicitor’s Office is with the citizen’s own solicitor. Accordingly the Office intends to develop its relationships with solicitor and solicitor bar associations throughout the country. 

In particular it is intended to appoint a liaison officer from the Office for each such solicitor or solicitor bar association. The functions of the liaison officer will be to develop relationships with local solicitors and act as a point of contact for general (not case specific) communications between the solicitors’ profession and the Office.

7 Internal Customer: Service Objectives.

The Office will ensure that staff are recognized as internal customers and that they are properly supported and consulted with regard to service delivery issues.  These objectives will be pursued under this plan and will be supported under related initiatives within the Office such as 

· Information Technology Strategy,

· Management Information Framework,

· File and Record Management Policy,
 

· PMDS,

· Development of Modern Human Resources Policy and Practice,

· Business Planning,

· Training.

In particular, the Office will develop its training activities to take account of requirements involved in sustaining a quality customer service focus in its work.

Internal customer objectives will be more fully articulated in the development of the Office’s human resource strategies  and appropriate indicators will be selected at that stage. Development of human resource strategy is on-going.

The Office will provide training all staff on ‘Dealing with Difficult Clients’.

The Office re-affirms its commitment to Partnership and good relationships with the unions representing it staff.

8 Contacting the Chief State Solicitor’s Office

Postal Address & Location:

Chief State Solicitor’s Office,

Osmond House,

Little Ship Street,

Dublin 8.

Chief State Solicitor’s Office,

(Army Hearing Loss Section),

5 – 9, South Frederick Street,

Dublin 2.

Fax

Currently the most appropriate fax number to use to contact Osmond House is: 01 4176299. (In addition there are 5 local fax numbers within Osmond House and these can be advised to clients from time to time as appropriate).

The fax number for the South Frederick Street office is 01 4785985.

The distribution and management of incoming faxes is being reviewed at present with a view to enabling all incoming faxes to be routed directly to the PC of each officer. It is envisaged this will happen during the currency of this plan.

Telephone Contact:

The main telephone number is 01 4176100 (for both Osmond House and South Frederick Street). The Office also maintains a ‘direct line’ system which enables a direct telephone contact to the desk of the legal officer (417+extension). 

All Officers are provided with voice mail facility.

E-mail.

The Office utitises e-mail both internally and externally and maintains an e-mail protocol for its proper use. All solicitors and technical officers have desk-top access to e-mail as have the majority of other grades. The effective use of e-mail is encouraged. However, for control and supervision reasons, the Office discourages the use of e-mail for the transmission of first time instructions in new matters.
Staff of the Chief State Solicitor’s Office  can be contacted at 

[fore-name]_[surname] @csso.irlgov.ie

A general e-mail address for the Office will be available from 30th June, 2002 and will be registry@csso.irlgov.ie

(The Office can offer Word® password protection on attachments where requested to do so. Currently the Office does not utilise encryption systems but this situation is being examined in the context of IT investment within the Office and developments in this regard within the civil service).

9 Reporting and Evaluating Progress.

It is necessary to have methods available to monitor and evaluate the performance of this Office from the point of view of the delivery of a quality customer service. The Office’s MAC
 will examine client and stakeholder feedback on a planned basis and will also consult with representative panels (including staff panels) to guage performance in this regard. 

Progress is ongoing as regards the preparation of standards for the production of documents by the Office and should be available by July, 2002. It is expected that these standards will be auditable.

Given the enormous volume of correspondence and telephone contacts with the Office on a daily basis (figures) it is not practical to monitor compliance with Office objective otherwise than on a random basis.

The MAC evaluations will be reported in the annual report of the Office.

Appendix 1.

Chief State Solicitor’s Office, Organisation Chart

Divisional and Sectional Organisation.
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Appendix 2.

Grading Structures in Chief State Solicitor’s Office

	
	

	Solicitor Grades
	Chief State Solicitor

	
	Assistant Chief State Solicitor

	
	Deputy Assistant Chief State Solicitor

	
	Principal Solicitor

	
	Assistant Principal Solicitor (Higher)

	
	State Solicitor

	
	

	Legal Technical Officer Grades
	Principal Legal Executive

	
	Deputy Principal Legal Executive

	
	Assistant Principal Legal Executive

	
	Higher Legal Executive

	
	Legal Executive

	
	Law Clerk

	
	

	Administrative & Clerical Grades
	Principal Officer 

	
	Assistant Principal

	
	Executive Officer

	
	Staff Officer

	
	Clerical Officer (incl. HCO)

	
	Service Officer

	
	

	Other Grades
	Librarian (Cognate: Civil Engineer & Professional Accountant Grade III).

	
	Assistant Librarian 


� PriceWaterhouseCoopers, 3rd July, 2001.


� Overarching Business Plan, 17th May, 2001.


� See the report of the Financial Management Working Group launched by the Taoiseach in July 1999. “Financial Management in a Reformed Public Service”.  Also interim draft report of Deloitte & Touche dated 28th March, 2002, “Assistance in the Development of a New Financial Management System and Existing Financial Control”.


� This is a component part of the Information Technology Strategy. The development of the policy is likely to be highly influenced by the new international standard ISO 15489 – 1, “Information and Documentation – Records Management’.


� A Civil Service Commission competition is to be held in May, 2002 for the selection of a Human Resources  Officer and it is expected that a HR Office will take up the appointment in mid Summer, 2002.


� Key Objective 2, Statement of Strategy of the Office of the Attorney General, 1999 – 2002.


� Overarching Business Plan, 17th May, 2001.





� Asylum and refugee applications are no longer dealt with in the Judicial Review Section and are handled in the Asylum and Civil Litigation Division.


� PriceWaterhouseCoopers, 3rd July, 2001. The file and record management policy component of the Office’s information technology strategy is currently at the stage of preparation of RFT for specialist consultant.





� The Office will have regard to the guidelines set out in ‘Web Publication Guidelines for Public Sector Organisations’ contained at www.irlgov.ie/taoiseach/publication/default.htm


� Insert reference.


� PriceWaterhouseCoopers, 3rd July, 2001.


� See the report of the Financial Management Working Group launched by the Taoiseach in July 1999. “Financial Management in a Reformed Public Service”. 


� This is a component part of the Information Technology Strategy. The development of the policy is likely to be highly influenced by the new international standard ISO 15489 – 1, “Information and Documentation – Records Management’.


� Management Activity Committee.
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