CUSTOMER
SERVICE
CHARTER

Putting the customer
at the centre of ourwork...

WHAT TO EXPECT FROM

]
Oifig Fiontair Aitidil
Local Enterprise Office

We aim to promote entrepreneurship, foster business
start-ups and develop existing micro and small
businesses to drive job creation and to provide accessible
high quality supports for your business ideas.

SERVICESAVAILABLEFROMYOUR

LOCAL ENTERPRISE OFFICE (LEO):

Providing a first point of contact for all
enterprise related enquiriesinthe county/city.

Working with entrepreneurs, promoters, businesses
and otherrelevant stakeholdersinthe county/city to
foster entrepreneurship.

Delivering enterprise training, management
development and mentoring to entrepreneurs and
businesses.

Providing direct funding and funding options

to entrepreneurs, promoters and viable businesses
to support the growth and development of micro
enferprises.

Workingtocreate andmaintainclientcentred
business networks.

Developing aprogression pathwayto Enterprise

Ireland'’s High Potential Start Up (HPSU)
and Established Industry Departments.

Where your LEO cannot deal with your enquiry
it will provide a referral service to the appropriate
agency.

YourLEOiscommittedtoprovidingthe highest levels of
customerserviceasembodiedinour Customer Service
Charter and in line with the principles of quality customer
serviceasadoptedbyallGovernmentDepartmentsand
Public Service Bodies.

WHAT IS A CUSTOMER SERVICE CHARTER

This Customer Service Charter is a commitment to the
quality of our service delivery to you and sets out what
your LEO will do for you, how we propose to doit, andin
what timescale.

Your LEO is committed to continuously monitoring and
improvingthe quality of ourservicedeliverytoyou.

HOW CAN YOU HELP US

You can help us by:
+ Treating our staffcourteously.
+ Providing feedback to enable us toimprove our service.
+ Providing accurate informationin your dealings with us.
+ Being punctual, prompt and professional.

We will endeavour to ensure that our staff:

Have the relevant knowledge and experience,
responsibility and authority, to deal with your
enquiriesorreferyoutosomeonewhocan.

Deliver our services in a friendly and inclusive
manner.

Treat you with courtesy and professionalism.

Giveyouclear,accurate andhelpfulinformation.

Dealwith yourrequests, enquiries and concerns
promptly.

Treat allcustomers equally and without
discrimination.

Maintain confidentiality at all times.

Continually explore new and better ways
of delivering our service.

Whereyour LEO cannot deal withyourenquiryitwill
provideareferralservicetothe appropriate agency.

The Department of Jobs Enterprise and Innovation
and Enterprise Ireland have agreed protocols with

therelevantagenciestoensurean efficient customer
service in response to LEO clients’ enquiries.

ACCESSIBILITY

+ YourLEO will provide ameetingroom where
appropriate in order to conduct businessina
confidential manner.

YourLEO willensure that all of our offices, facilities
andresources are fully accessible inline with

the Disability Act2005. Any queriesinrelation

to accessibility should be directed to the Head

of LEO.

EQUALITY

Inourdealingswith customers we willensure the rights
to equal freatment established by equality legislation

are upheld. The LEO does not discriminate on the grounds
of age, disability, gender, family status, race, religious
belief, sexual orientation and membership of the traveller
community.

PRIVACY AND CONFIDENTIALITY

Allinformation, both personal and business, provided
by you, will be dealt with in total confidence and in a
manner that respects your dignity.

COMMUNICATIONS

Your LEO will deal with your enquiry promptly
and in a helpful, courteous and responsive manner.

+ Wewillidentify ourselves by name on answering
the phone.

Where aclientseekstomeet aLEOstaff member
asfarasispracticable thiswill be facilitated within
5 working days.

All written communications from clients
willbe acknowledged within 5working days
of receipft.

All emails received will be acknowledged within
48 hoursof receipt.

All telephone enquiries will be responded to within
2 working days. A mailbox recording facility will be
in operation at alltimes.

Written communications from the LEO will contain
the name and contact details of the staff member
dealing with your query/issue.

Your LEO is committed to providing quality client
services. To ensure that our clients are satisfied with
ourservicedeliverystandard we commit toundertaking
regular reviews and to publish indicators of customer
service, in particular, application processing times,
referral of cases to other agencies and response times.

We will also publish an Annual Client Survey.
These indicators will help us to understand how we
are doing, to find out what our clients think of our
service delivery andtoidentifyif there are things that
we need to improve.

HOW TO MAKE A COMPLAINT

Ourstaff are dedicated to providing aprofessional
service and getting thingsrightfirsttime. Despite
ourbestendeavours werecognise that things may
notalwaysmeetcustomerexpectations. Wehave
astandard procedureinplacetoensure thatwe
investigate yourcomplaint fully and fairly.

+ Some complaints can be dealt with immediately.
Where thisis not possible we will acknowledge your
complaintin writing or by telephone to confirm that
wehave understoodyourconcernscorrectly.

Wewillinvestigate yourcomplaintandrespond
within 5workingdaysofreceipt. Wewillalsoinform
you of any actions and endeavour to try satisfying
your complaint.

Ifyou are notsatisfied with thisresponse you may
raise your concerns at a more senior level by writing
formally to the Head of the Local Enterprise Office.
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