[image: image1.jpg]S Carlow County

o Childcare Committee
Coiste Curaim Leanar Chontae Cheatharlach
, ' | 4




Customer Care Charter

Carlow County Childcare Committee (CCCC) is committed to providing a professional, efficient and courteous service to all our customers. Our role is to provide effective leadership, co-ordination and guidance across all key childcare policy areas through the National Childcare Investment Programme (NCIP). The staff of the CCCC seeks to assist all those with an interest in Childcare. Our aim is to promote a service always acting with diligence, efficiency and courtesy.

OUR COMMITMENTS TO OUR CUSTOMERS

We aim to provide an excellent service that reflects your needs and expectations. To achieve this, we make the following commitments:

· Contacting the CCCC office

We will provide details of the role/function of staff in relevant publications and on the website

and specific contact information in all correspondence.

· Visitors to the CCCC offices

All visitors to the CCCC offices will be treated in a courteous manner and directed to their correct

destination quickly. High quality reception facilities will be provided, including appropriate

provision for people with disabilities.

· Responding to You

You, the customer will receive clear, timely and concise replies to all correspondence, including e-mails. If your correspondence relates to a matter that comes within the remit of another agency, we will direct the correspondence to that body and inform you accordingly. If you contact us by telephone, courteous and helpful staff will deal with your query without delay or, if they are unable to respond to the query, arrange for someone to do so.

· Meetings

All CCCC meetings are organised in an efficient and effective manner. Meetings are most

frequently held in the CCCC offices. Customers can expect excellent meeting facilities, including

wheelchair access. All meetings are arranged with timely notification and advance circulation of

clear and concise documentation for each meeting. When required, staff will travel to meet

customers at their premises in order to facilitate an additional level of support and advice.

· Policy Development and Implementation

We will aim to ensure that our contribution to the development and implementation of

Government policy adds value to the achievement of our local and national goals.

· Media Services

We will provide members of the media with comprehensive and timely briefings

on Childcare policies and activities where appropriate. Staff will also be available to ensure that you receive a prompt and satisfactory response to your queries in line with our policies & procedures.
· Websites and publications

We provide an accessible, informative and usable website. We will ensure that our publications

are clear and concise, address user needs and are available on our website. We prioritise

communicating with the childcare service providers and parents in Co. Carlow on a regular basis 

to ensure they are informed on all developments, training and events in the sector.

· Diversity and Equality

We will respect the principles of equality, and the diversity of our customers, in the delivery of all

services.

· Suppliers

We will operate clear, impartial and transparent tendering/purchasing procedures.

· Evaluation and reporting

CCCC will continue to monitor our performance through research and evaluations and adjust policies in line with needs presented.
CCCC CUSTOMER COMPLAINT PROCEDURE

The CCCC is committed to providing a high quality service to all our customers. We regard complaints as an important source of information for improving our services for the future.

What is a complaint?

We define a complaint as an expression of dissatisfaction concerning the provision of a service or

services by the CCCC, as laid out under the commitments in our Customer Charter.

How to make a complaint?

You must make a formal complaint in writing by detailing your grievance. We cannot deal with any complaint that is not in writing. It should be directed initially to the CCCC Manager, who will endeavour to deal with the problem without delay. We recognise the role of advocacy to support your complaint.
Please send to

The Manager,

Carlow County Childcare Committee,

Enterprise House,

O’Brien Rd,

Carlow or

E-mail: info@carlowccc.ie

If the complaint does not relate to a service provided by us - you will be directed

to the appropriate body.

If the Manager cannot resolve your complaint – or you are unhappy with their response - you can ask for the matter to be reviewed by the CCCC Chairperson.

If you remain unsatisfied with the response, you can make a formal complaint to

the CCCC Board, who will investigate the complaint on your behalf.

What information should you provide?

You are required to provide the following information to speed up the investigation of your

complaint:

· Your name, address and telephone number (email address optional)
· Exactly what you were dissatisfied with
· The name of the staff member/s who dealt with you (if known)
CCCC Commitments when dealing with Formal Complaints

· We will acknowledge all complaints within 5 working days.

· We will investigate all complaints and issue a reply to your complaint within 15

working days. Where this is not possible, an interim reply will issue explaining

the position and advising when a substantive response will issue.

· All complaints will be treated promptly, fairly, impartially and in confidence.

· We will ensure that no complaint you have made in good faith will be used to your disadvantage in the future.

· We will endeavour to learn from mistakes to ensure that errors are not repeated.

If still unsatisfied, who can you appeal to?

If you are not satisfied with the outcome of the investigation by the CCCC, you have a right to

appeal to the Office of the Ombudsman. The Ombudsman is completely independent of the

Government and the service is free. Nothing in this complaint procedure affects your statutory

rights under Freedom of Information, Data Protection or other relevant legislation.

The Ombudsman

LoCall: 1890 223030

18 Lower Leeson Street Tel: 01 678 5222

Dublin 2 Fax: 01 661 0570

Email: ombudsman@ombudsman.irlgov.ie
