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Ulimhaiodh an scéim seo ag Roinn an Taoisigh faoi Alt 11 d’Acht na dTeangacha Oifigitla 2003.

Tugann Alt 11 deis ullmhuchain do chomhlachtai poibli scéim reachtuil ag sonru na seirbhisi a
chuirfear ar fail -

= trimhean na Gaeilge
= trimhean an Bhéarla, agus
= trimhean na Gaeilge agus an Bhéarla

— chomh maith leis na bearta a dtabharfar futhu le cinntit go solathréfar aon tseirbhis tri mhean na
Gaeilge, nach bhfuil ar fail tri Ghaeilge cheana féin, taobh istigh do fhrama ama socraithe.

1.1 Ullmhuchan na Scéime Teanga

Ulimhaiodh an scéim seo de réir na Treoirlinte faoi Alt 12 d’Acht na dTeangacha Oifigitla 2003.

D’fhoilsigh an Roinn fégra faoi Alt 13 ar 2 Nollaig 2004, ag tabhairt cuiridh roimh uirill maidir le
hullmhuchan na dréachtscéime 6 aon phairti leasmhar. Fuarthas ceithre mholadh déag 6 réimse
eagraiochtai Gaeilge agus 6 indibhidiuil priobhaideacha.T4 na moltai seo ar fail ar laithredn Gréasain
na Roinne (www.taoiseach.gov.ie) agus tégadh san direamh iad agus an scéim a dréachtu.

Chuathas i gcomhairle le baill d’fhoireann na Roinne agus ta a gcuid tuairimi agus moltai curtha san
direamh agus an scéim a dréachtu freisin.

Chomh maith leis sin, mar chuid de mheastoéireacht nios ginearélta ar dhul chun cinn maidir leis

na coimitminti a bhaint amach ina gCairt do Chustaiméiri, thug an Roinn faoi shuirbhé leathan dér
gcustaiméiri le deimhniu ar Usdid siad Gaeilge agus iad ag déiledil leis an Roinn, cé chomh sasta agus a
bhi siad leis an tseirbhis agus da n-ofralfai an caighdedn seirbhise céanna sa d4 theanga, an roghnédh
siad an Ghaeilge. Beidh torthai an tsuirbhé seo & bhfothu i gcur i bhfeidhm na scéime seo.

1.2 Abhar na Scéime Teanga

Cuireann an scéim seo leis na prionsabail QCS (Seirbhis Chdiliochta do Chustaiméiri),agus leis an
gcoimitmint sa Chairt do Chustaiméiri a dheimhnionn gur féidir le custaiméiri ar mian leo gné a
dhéanambh tri Ghaeilge déanamh amhlaidh. Leagann sé amach an méid seirbhisi ata ar fail faoi lathair
tri Ghaeilge, agus aithnionn sé limistéir le feabhsu as seo amach.San direamh leis seo ta coimitmint

le leibhéal éilimh seirbhisi tri Ghaeilge a mheas ar bhonn leantinach tri shuirbhéanna custaiméara
bliantula, agus le cinntit go gcoinnionn an Roinn Iéi ag baint an éilimh seo amach ar bhealach
pleandilte, soiléir agus inrochtana.

1.3 Data Tosaigh na Scéime

Té an scéim seo cinntithe ag an Aire Gnéthai Pobail, Tuaithe agus Gaeltachta.Tosaionn sé le héifeacht
aran 1 Medn Fémhair 2005 agus fanfaidh sé i bhfeidhm ar feadh tréimhse tri bliana 6n déta seo n6 go
dti go bhfuil scéim nua cinntithe ag an Aire de réir Ailt 15 den Acht, cibé ceann is luaithe.
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Introduction and Background

This scheme was prepared by the Department of the Taoiseach under Section 11 of the Official
Languages Act 2003.

Section 11 provides for the preparation by public bodies of a statutory scheme detailing the services
they will provide -

= through the medium of Irish
= through the medium of English, and
= through the medium of Irish and English

- and the measures to be adopted to ensure that any service not provided by the body through the
medium of the Irish language will be so provided within an agreed timeframe.

1.1 Preparation of the Language Scheme _

This scheme has been prepared in accordance with the Guidelines under Section 12 of the Official
Languages Act 2003.

The Department published a notice under Section 13 on 2 December 2004, inviting representations
in relation to the preparation of the draft scheme from any interested parties. Fourteen submissions
were received from a range of Irish language organisations and from private individuals. These
submissions are available on the Department’s website (www.taoiseach.gov.ie) and were taken into
account in drawing up the scheme.

Members of the Department’s staff were also consulted and their views and suggestions have also
informed the scheme.

In addition, as part of a more general evaluation of progress in meeting the commitments in our
Customer Charter, the Department has undertaken a widespread survey of our customers to ascertain
whether they have used Irish in dealing with the Department, how satisfied they were with the service
they received and whether, if offered the same quality of service in both languages, they would choose
Irish. The results of this survey will be fed into our implementation of this scheme.

1.2 The Content of the Language Scheme _

This scheme builds on the principles of Quality Customer Service,and on the commitment in the
Department’s Customer Charter to ensure that customers who wish to conduct their business through
Irish can do so. It sets out the extent to which services are currently available through Irish,and
identifies areas for future enhancement. It also includes a commitment to assess on an ongoing basis
the level of demand for services through Irish through annual customer surveys, and to ensure that
the Department continues to meet this demand in a planned, coherent and accessible way.

1.3 Commencement Date of the Scheme _

The scheme has been confirmed by the Minister for Community, Rural and Gaeltacht Affairs. It
commences with effect from 1 September 2005 and shall remain in force for a period of three years
from this date or until a new scheme has been confirmed by the Minister pursuant to Section 15 of the
Act, whichever is earlier.

Department of the Taoiseach Scheme




CABIDIL 1: REAMHRA & CULRA

1.4.1 Sainordud agus Bunchuspoir

1.4 Forbhreathnu ar Roinn an Taoisigh

Is é bunchuspaoir Roinn an Taoisigh na ‘tacaiocht, comhairle ar pholasaithe agus eolas riachtanach a
sholathar don Rialtas, don Taoiseach agus d'Airi Stat ar son iompair éifeachtach an Rialtais agus do
cheannaireacht dinimiceach, comhordnu agus treoir straitéiseach de pholasai Rialtais.’

Is é sainordu na Roinne tacaiocht a thabhairt don Taoiseach ina rél bunreachtuil agus searmanach mar
Cheann an Rialtais agus cuidiu leis ceannaireacht, comhordnu agus treoir éifeachtach a sholathar thar
phriomhlimistéir pholasaithe. Solathraionn an Roinn tri chinedl tacaiochta don Taoiseach:

- Ag tacu le feidhmiu éifeachtach an Rialtais: ag solathar Runaiocht don Rialtas,
teagmhail leis an Uachtaran agus le Tithe an Oireachtais, solathar Seirbhisi Preas agus
Eolais, Oifig Phriobhdideach, Tacaiocht Chorpardideach agus Seirbhisi Prétacail don
Taoiseach agus da Airi Stat.

- Ag Tacu le treoir pholasaithe Rialtais agus comhordnu Rialtais de phriomh-
thosaiochtai ndisitinta: ag soldthar forbhreathnaithe ar phriomh-thosaiochtaf
an Rialtais, ag soldthar eolas trathuil agus cui agus comhairle ar chursai a thagann
chun solais; agus ag solathar fis agus cur chuige fadtéarmach.Ta na tosaiochtai
straitéiseacha seo a leanas aitheanta ag Rditeas Straitéise 2005-2007 na Roinne:

* Tuaisceart Eireann

* Gnothai Eorpach agus Idirnaisiunta
* Beartais Eacnamaioch agus Saisialta
* Comhphairtocht Séisialta

* Nuachairiu na Seirbhise Poibli

* Sochai an Eolais agus Rialtas Leictreonach

- Ag solathar tacaiocht riarachain don Taoiseach agus d’Airi Stat, san direamh ta
dréachtu 6rdidi agus teachtaireachtai, ag ullmhu freagrai do Cheisteanna Parlaiminte
agus ag freagairt iarratas maidir le Saorail Faisnéise agus uirill eile, go minic ag obair le
Gniomhaiochtai agus Ranna eile go direach.

Ta an Taoiseach cuidithe ag an Aire Stait do Ghnothai Eorpacha agus ag Priomh-Aoire an Rialtais.
Eagraionn an Priomh-Aoire gné Rialtais sa Dail agus ta dualgais sainiula aige do chlar reachtuil an
Rialtais, Leasu Oireachtas, an Laroifig Staidrimh, agus Rialtas Leictreonach.Ta dualgas ag an Aire Stait
um Ghnothai Eorpacha comhordnt a chur chun cinn ar réimse iomlan gnéthai an Aontais Eorpaigh,
agus déanann sé/si ionadaiocht don Rialtas ag cruinnithe i réimse leathan comhthéacsanna a
bhaineann le gnéthai Eorpacha.

Agus na tascanna seo & n-iompu amach té foireann nios mé na 200 duine ag an Roinn.

Scéim Roinn an Taoisigh




CHAPTER 1: INTRODUCTION & BACKGROUND

1.4 Overview of the Department of the Taois_
1.4 Mission and Mandae -

The mission of the Department of the Taoiseach is ‘to provide the Government, Taoiseach and
Ministers of State with the support, policy advice and information necessary for the effective conduct
of Government and for the dynamic leadership, co-ordination and strategic direction of Government

policy.

The mandate of the Department is to support the Taoiseach in his constitutional and ceremonial role
as Head of Government and to assist him in providing effective leadership, co-ordination and guidance
across key policy areas.The Department provides three main kinds of support to the Taoiseach:

- Supporting the efficient functioning of Government: providing a Secretariat to the
Government, liaison with the President and Houses of the Oireachtas, provision of
Government Press and Information Services, and of Private Office, Corporate Support and
Protocol Services to the Taoiseach and his Ministers of State

- Supporting Government policy direction and Government co-ordination of major
national priorities: providing an overview of the key policy priorities of the Government;
providing timely and relevant information and advice on issues that arise; and providing
a longer-term vision and approach.The Department’s Strategy Statement 2005-2007 has
identified the following strategic priorities:

* Northern Ireland

* European Union and International Affairs

* Economic and Social Policy

* Social Partnership

* Public Service Modernisation

* The Information Society and eGovernment

- Providing administrative support to the Taoiseach and Ministers of State, including
drafting speeches and messages, preparing replies for Parliamentary Questions and
responding to Freedom of Information requests and other representations, often working
directly with other Agencies and Departments.

The Taoiseach is assisted by the Minister of State for European Affairs and by the Government Chief
Whip. The Chief Whip organises Government business in the D&il and has specific responsibilities

for the Government’s legislative programme, Oireachtas Reform, the Central Statistics Office,and
eGovernment. The Minister of State for European Affairs has responsibility for advancing co-ordination
on the full range of European Union issues, and also represents the Government at meetings in a wide
range of contexts related to European affairs.

In carrying out these tasks the Department has a staff of just over 200 people.

Department of the Taoiseach Scheme




CABIDIL 1: REAMHRA & CULRA

1.4.2  Custaiméiri agus Pairtithe Leasmhara

Imoibrionn an Roinn le speictream leathan pairtithe leasmhara agus ina measc siid ta:

= AnTaoiseach, Priomh-Aoire an Rialtais agus an Aire Stait don Eoraip, an Rialtas, ionadaithe
poibli agus Ranna Rialtais, Oifigi agus Gniomhaireachtai eile.

= Instititidi agus pairtithe i dTuaisceart Eireann, Rialtais eile, instititidi idirnaisiunta.

= Réimse leathan aisteoiri atd taobh amuigh den tseirbhis phoibli, pairtnéiri soisialta san
aireamh - fostaithe, ceardchumainn, comhlachtai feirmeoiri agus comhlachtai ionadaiochta
eile, agus grupai pobail agus deonacha.

Ta naisc againn freisin leis an bpobal acaduil agus taighde, le gnd, le gairmeacha dli agus eile, agus le
solathraithe earrai agus seirbhisi don Roinn.

Ni hionann is go leor Ranna Rialtais, ta teagmhail dhireach theoranta againn leis an bpobal ginearélta
agus nil muid pairteach go mor i soldthar seirbhisi poibli ginearélta don phobal ginearalta. Mar sin féin,
téann baill den phobal i dteagmhail leis an Roinn le haghaidh eolais agus le haghaidh fiosrichan eile,
agus téann Oifigi Priobhaideacha agus Oifigi Ddilcheantair an Taoisigh i ngleic leis an gcuid is mé de
na fiosruchain seo. T4 rél suntasach ag Seirbhisi Eolais agus Preas an Rialtais le heolas a chur in itl don
phobal nios leithne. Eagraionn muid turais timpeall Fhoirgnimh an Rialtais Dé Sathairn a dhéanann
baill den phobal ginearalta.

143 Limistéir Fheidhmiula na Roinne

Is iad na limistéir fheidhmidla den Roinn na:

= Rudnaiocht an Rialtais

= Ranndég Phrétacail agus Ghineardlta

= Seirbhisi Eolais agus Preas an Rialtais

= Ranndg Thuaisceart na hEireann

= Ranndég do Ghnéthai Eorpacha agus Idirnaisiuinta

= Ranndg do Bheartais Eacnamaioch agus Séisialta

= Rannég do Comhphadirtiocht Séisialta agus Nuachairiu na Seirbhise Poibli
= Aonad Polasaithe do Shochai an Eolais

Aonaid Tacaiochta:

= Oifig Phriobhaideach an Taoisigh
= Oifig Priomh-Aoire an Rialtais
= Qifig an Aire Stait
= Aonad Inmhednach Inituchta
= Ranndg do Sheirbhisi Chorparaideacha, ina bhfuil an méid seo san aireamh:
® Rannég Phearsanra
* C(Clarlann
® Leabharlann
° Cartlanna
* Aonad um Bainistiu Athruithe agus Oilitina
* Aonad Airgeadais
° AonadIT
* Aonad um Sheirbhisi Bainistiochta

Scéim Roinn an Taoisigh




CHAPTER 1: INTRODUCTION & BACKGROUND

142 Custormersand Sakeholder B

The Department interacts with a broad spectrum of stakeholders including:

= TheTaoiseach, Government Chief Whip and Minister of State for Europe, the Government,
public representatives and other Government Departments, Offices and Agencies

= Theinstitutions and parties in Northern Ireland, other Governments, international
institutions

= A wide range of actors from outside the public service including the social partners -
employers, trade unions, farmers’and other representative bodies, and community and
voluntary groups.

We also have links with the academic and research community, with business, with the legal and other
professions, and with suppliers of goods and services to the Department.

Unlike many Government Departments, we have limited direct contact with the general public and
are not primarily involved in the provision of specific public services to the general public. However,
members of the public contact the Department for information or with other queries, and the
Taoiseach’s Private and Constituency Offices deal with most of these enquiries. The Government Press
and Information Services also have a significant role to play in conveying information to the wider
public. We also facilitate Saturday Tours of Government Buildings by members of the general public.

143 Functional Areas of the Department _

The functional areas of the Department consist of:

= Government Secretariat

= Protocol and General Division

= Government Press and Information Services

= Northern Ireland Division

= European and International Affairs Division

= Economic and Social Policy Division

= Social Partnership and Public Service Modernisation Division
= Information Society Policy Unit

Support Units:

= Taoiseach’s Private Office

= Government Chief Whip's Office

= Minister of State’s Office

= Internal Audit Unit

= Corporate Services Division, incorporating:
® Personnel Section

® Registry
* Library
* Archives

® Change Management and Training Unit
* Finance Unit

° T Unit

* Management Services Unit

Department of the Taoiseach Scheme




CABIDIL 1: REAMHRA & CULRA

144  Measunu ar na seirbhisi atd ann cheana féin tri Ghaeilge

Is i priomhchuspdir an Achta né a chinntit go bhfuil fil nios fearr agus caighdean nios airde den
tseirbhis tri Ghaeilge a chuirtear ar fail don phobal. Inar gCairt do Chustaiméiri, tugaimid faoi gur féidir
le custaiméiri ar mian leo gn6 a dhéanamh tri Ghaeilge amhlaidh a dhéanambh. Cuirtear an fhoireann ar
an eolas ag a gcuid traenala faoi seo agus ta socruithe curtha in dit le go gcomhlionfar an choimitmint
sin. Maidir le geardn agus achomhairc faoi sheirbhisi tri Ghaeilge, téann siad trid na gnath nésanna
imeachta gearain QCS (Seirbhis Chailiochta do Chustaiméiri) (www.taoiseach.gov.ie).

Mar gheall go bhfuil fécas obair na Roinne dirithe go mérmhér ar ghnéthai an Rialtais agus 6 Ranna
agus Gniomhaireachtai eile, ni fhaigheann muid maéran éilimh 6n bpobal maidir lenar gcuid seirbhisi
i nGaeilge. Mar sin féin, ta coimitmint ag an Roinn na seirbhisi a chuireann si ar fail a sholathar tri
Ghaeilge, chomh maith le cultur dearfach a fhorbairt a spreagann Uséid na Gaeilge taobh istigh den
Roinn agus lendr gcustaiméiri féin.

Scéim Roinn an Taoisigh



CHAPTER 1: INTRODUCTION & BACKGROUND

144  Assessment of the extent to which services are already available through Irish_

The primary objective of the Act is to ensure better availability and a higher standard of service to
the public in Irish.In its Customer Charter the Department undertakes that customers who wish to
conduct their business through Irish can do so. Staff are made aware of this provision as part of their
induction and customer service training, and arrangements are in place to ensure that this commit-
ment is fulfilled. Complaints and appeals regarding service in Irish are dealt with through the normal
Quality Customer Service (QCS) complaint procedures (www.taoiseach.gov.ie).

Because the primary focus of the Department’s work is on dealings with Government and with other
Departments and Agencies, we do not experience a significant level of demand from the public for
service in Irish. Nevertheless, the Department is committed to improving the services it provides in
Irish, and to developing a positive culture that encourages the use of Irish both within the Department
and with our customers.

Department of the Taoiseach Scheme




Caibidil 2

Béarla agus Gaeilge

Béarla amhain

12

Déanann an Chaibidil seo imline ar réimeas na teanga oifigiula & chur i bhfeidhm ag an Roinn maidir
le solathar seirbhisi ginearalta. Déanann Caibidil 3 imline ar an scéal maidir le soldthar seirbhisi/
gniomhaiochtai a chur ar fail ag Ranndéga faoi leith taobh istigh den Roinn.

2.1  Meain Teagmhdla leis an bPobal/ Eolas don Phobal

Is iad priomh-mheain teagmhdla na Roinne na:

- Doiciméid maidir le hoibleagaidi reachtula né eile (m.sh. Raitis Straitéise,
Tuarascalacha Bliantula, agus ar uile.)

= Eisidinti Preas

- Foilseachain

- Laithredin Ghréasain

- Broisitir agus Bileoga Eolais

I lathair na huaire, is iad na doiciméid, broéisidir n6 bileoga eolais a fhoilsitear i mBéarla agus i nGaeilge,
né i mBéarla amhain na:

- Raitis Straitéise

- Tuarascalacha Bliantula

- Cairt do Chustaiméiri

- Priomhdhoiciméid Pholasaithe (m.sh. Dul Chun Cinn a Chothu)
- Tosaiochtai agus Spriocanna an AE

- An Nuachtlitir Nasc

- An Bhratach Ndisitunta

- Lamhleabhar an Chomh-Aireachta

- Céd lompair do Choinnedlaithe Oifige

- Lamhleabhar Foirne Roinn an Taoisigh

- Tuarascalacha, le cursaiocht theoranta agus ata dirithe ar shainghrupai, nach
bhfuil tograi polasaithe ag baint leo (m.sh. tuarascélacha raithiula ar Dul Chun Cinn
a Chothu)

- An Nuachtlitir Social Inclusion

- Leabhar Tagartha Alt 15 & 16 (faoi Achtanna na Saordile Faisnéise)

- Tuarascalacha Deimhnithe ar Dhul Chun Cinn faoi Dul Chun Cinn a Chotht

Is iad laithreain Ghréasain na Roinne na (www.taoiseach.gov.ie), laithrean Gréasain Nuachdéiriu

na Seirbhise Poibli (www.bettergov.ie) agus laithrean Gréasain maidir le Rialdil Nios Fearr (www.
betterregulation.ie). Bhi sé i gcdnai mar pholasai againn a chinntiti go mbionn an oiread sin téacs agus
is féidir ar fail tri Ghaeilge ar na laithredin Ghréasdin seo.

Maidir le héraidi no rditis, na cinn déanta san Oireachtas, ag an Taoiseach n6 ag Airi Stait san aireambh,
né ag daoine oifigitla sinsearacha, is sa teanga né sna teangacha a deirtear iad a fhanfaidh siad.

Scéim Roinn an Taoisigh




Provision of General
Departmental Services/Activities

This Chapter sets out the official language regime operated by the Department in relation to the
general provision of services. Chapter 3 sets out the position in relation to service provision/activities
by individual Divisions within the Department.

2.1 Means of Communication with the Puinc/Informa_

The Department’s principal means of communication with the general public are:

= Documents arising from statutory or other obligations (e.g. Strategy Statements,
Annual Reports, etc.)

= Press Releases

= Publications

=  Websites

= Brochures and Information Leaflets

At present documents, brochures or information leaflets published in English and Irish, or in English
only, include:

English and Irsh B

= Strategy Statements

= Annual Reports

= Customer Charter

= Major policy documents (e.g. Sustaining Progress)
= EU Priorities and Goals

= Link Newsletter

= An Bhratach Ndisiunta (The National Flag)

= Cabinet Handbook

= Code of Conduct for Office Holders

= Department of the Taoiseach Staff Handbook

Enaish only B

= Reports, with limited circulation and aimed at specialist groups, which do not contain policy
proposals (e.g.quarterly progress reports on Sustaining Progress)

= Social Inclusion Newsletter
= Section 15 & 16 Reference Book (under the Freedom of Information Acts)
= Performance Verification reports under Sustaining Progress

The Department’s websites are (www.taoiseach.gov.ie), the Public Service Modernisation website
(www.bettergov.ie) and the Better Regulation website (www.betterregulation.ie). Our policy has been
to ensure that as much text as possible is available in both Irish and English on these sites.

Speeches or statements, including those made in the Oireachtas, by the Taoiseach or Ministers of State,
or speeches by senior officials, are and will continue to be made available in the language(s) in which
they are delivered.

Department of the Taoiseach Scheme 13




CABIDIL 2: SOLATHAR SEIRBHISI/ GNIOMHAIOCHTAI GINEARALTA NA ROINNE

2.2  PointiTeagmhala leis an bPobal

Ta a fhios againn go maith cé chomh tabhachtach is ata oibritheoiri lasc-chlair agus failteoiri, mar is iad
seo an chéad phointe teagmhala leis an bpobal. s iad cleachtas na Seirbhise Chailiochta Custaiméara
(QCS), agus cleachtas reatha na Roinne na:

. Ta foireann na bhfailteoiri agus na n-oibritheoiri lasc-chlair dbalta ainm na Roinne
a thabhairt as Gaeilge agus as Béarla. Faoi lathair, solathraionn ar lasc-chlar
ardchaighdean seirbhise tri Ghaeilge.

° Ta siad eolasach ar a laghad maidir le beannachtai bunusacha i nGaeilge, agus
ta socruithe cui ar fail le gur féidir le baill den phobal dul i dteagmhdil gan mhoill le
cibé oifig n6 oifigeach a bhfuil sé de dhualgas air/uirthi an tseirbhis a chur ar fail
tri Ghaeilge.

Ta na haiseanna diailithe direacha até againn faoi lathair in ann oibrit go cumasach leis an méid
glaonna a fhaigheann lasc-chlar na Roinne agus sroicheann na socruithe seo caighdeain maidir le
seirbhis chailiochta chustaiméara agus ni bhionn aon mhoill i gceist le glaonna a fhreagairt. Da réir sin,
nil aon phleananna againn céras freagartha teileaféin riomhairithe a chur i bhfeidhm agus nil tairiscint
na seirbhise seo i gceist sa dé theanga.

Z . RN
i AN
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CHAPTER 2: PROVISION OF GENERAL DEPARTMENTAL SERVICES/ ACTIVITIES

2.2 Points of Contact with the Public _

We are aware of the importance of switchboard operators and receptionists as our first points of
contact with the public. Standard Quality Customer Service (QCS) practice, and current practice in the
Department, is that:

* Reception/switchboard staff are able to give the name of the Department in Irish
and English. Our switchboard currently provides a high standard of service in Irish.

* They are at least familiar with the basic greetings in Irish, and suitable arrangements
are in place so that they can put members of the public in touch without delay with
whatever office or officer is responsible for offering the service required through Irish.

Given our direct dial facilities, and the consequential limited volume of calls to the Department'’s

switchboard, we are happy that our current arrangements meet quality customer service standards
and do not result in any delay in calls being answered. Accordingly, we have no plans to introduce a
computerised telephone answering system to deal with incoming calls and the question of offering

this service in both official languages does not arise.
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Caibidil 3

3.1 Réamhra

Déanann an Chaibidil seo imline ar an scéal maidir le solathar seirbhisi/gniomhaiochtai ag Rannain
faoi leith taobh istigh den Roinn.Sa chéad chuid den chaibidil seo, liostaitear na Ranndin éagsula agus
réimeas na teanga oifigitla a chuirtear i bhfeidhm i ngach cas. Cuireann an dara chuid sios go gairid ar
fheidhmeanna/ ghniomhaiochtai gach aon Rannan.

3.1.1 Liosta Ranndin na Roinne ag obair tri Ghaeilge

Nil aon Rannén sa Roinn até ag obair tri mhean na Gaeilge amhain.

3.1.2 Liosta Rannan na Roinne ag obair go datheangach

Seo a leanas liosta de na Ranndin taobh istigh den Roinn até in ann seirbhis dhatheangach a chur ar
fil sa teanga oifigiuil a roghnaionn an custaiméir:

= Runaiocht an Rialtais

= Ranndin Phrétacail agus Ghinearalta

= Seirbhisi Eolais agus Preas an Rialtais

= Rannan Thuaisceart na hEireann

= Rannan do Ghnéthai Eorpacha agus Idirndisiunta

= Rannan do Bheartais Eacnamaioch agus Séisialta

= Rannan do Chomhphairtiocht Séisialta agus do Nuachoirit na Seirbhise Poibli
= Aonad Polasaithe do Shochai an Eolais

Aonaid Tacaiochta:

= Qifig Phriobhaideach an Taoisigh
= Oifig Phriomh-Aoire an Rialtais
= Oifig an Aire Stait
= Aonad Inmheanach Initichta
= Rannog do Sheirbhisi Chorparaideacha, ina bhfuil an méid seo san aireamh:
* Ranndg Phearsanra
*  Clarlann
* Leabharlann
* Cartlanna
* Aonad um Bainistitu Athruithe agus Oiliuna
* Aonad Airgeadais
°* AonadIT
*  Aonad um Sheirbhisi Bainistiochta
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Summary of Services/Activities
provided by Divisions

This Chapter sets out the position in relation to service provision/activities by individual Divisions
within the Department. The first section of the chapter lists the various Divisions and the official
language regime operated in each case. The second section briefly describes the functions/activities
of each Division.

3.1.1 List of Departmental Divisions working in lrish _

There are no Divisions of the Department that work exclusively in Irish.

3.1.2 List of Departmental Divisions working bilingually —

The following is a list of Divisions within the Department that are in a position to provide a bilingual
service in the official language of the customer’s choosing:

= Government Secretariat

= Protocol and General Division

= Government Press and Information Services

= Northern Ireland Division

= European and International Affairs Division

= Economic and Social Policy Division

= Social Partnership and Public Service Modernisation Division
= Information Society Policy Unit

Support Units:

= Taoiseach’s Private Office

= Government Chief Whip's Office

= Minister of State’s Office

= Internal Audit Unit

= Corporate Services Division, incorporating:
®  Personnel Section

® Registry
° Library
* Archives

® Change Management and Training Unit
*  Finance Unit

* [T Unit

* Management Services Unit
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CABIDIL 3: ACHOIMRE AR SHEIRBHISI/ GHNIOMHAIOCHTAI A CHUIREANN RANNAIN AR FAIL

3.2 Rannain na Roinne ag obair go datheangach

Déanann an chuid seo imline ar ghniomhaiochtai n6 feidhmeanna na Roinne mar a thagraitear thuas a
sholathraionn seirbhis dhatheangach duine-le-duine, tri mhedn na Gaeilge agus an Bhéarla sa teanga
a roghnaionn an custaiméir. Soldthraitear an tseirbhis seo tri fhiosrichain a chuir chuig foireann a
bhfuil cumas maith acu sa Ghaeilge agus ar féidir leo bheith mar idirghabhalai teagmhala idir an
Rannan agus an duine.Ta socruithe déanta sa chas nuair nach bhfuil ball den fhoireann cumasach sa
Ghaeilge sa Rannan, né ma fhagann duine mar seo an Rannan, go solathréidh duine den fhoireann

6 Rannan eile an tseirbhis seo. Breathndfar aris ar na socruithe seo maidir le cursai éilimh a bhionn

ag athrq, i gcaitheamh fhaid na scéime.Is é is aidhm d6 nd a chinntiu go bhfuil an t-ard-chaighdeén
céanna seirbhise ar fail sa da theanga.

v' 0ifig Ghineardlta an Runai agus Runafocht an Rialtais

Cinntionn Runaiocht an Rialtais iompar éifeachtach agus eagraithe ghno an Rialtais. Cuidionn
sé leis an Taoiseach ina chuid breathnadoireachta ar riachtanais bunreachtula agus dleathacha
a oifige maidir leis an Rialtas agus an tUachtaran, agus cuireann sé le chéile Liostai na
gCeisteanna Parlaiminte Seachtainiula don Roinn, in éineacht le bunachar sonrai aighneachtai
don Chathaoirleach agus rialachdin dé maidir leis na Ceisteanna Parlaiminte.

v' Rannén Prétacail agus Ginearalta

Laimhsealann an Rannan seo protacal Stait, protacal don Taoiseach agus do na hAiri Stait san
direamh.Is iad na dualgais eile atd air na caidrimh idir an tUachtaran agus an Rialtas, teagmhail
le hOifigi an Ard-Aighne, Priomh-Aturnae Stait, Stiurthoir lonchdiseamh Poibli, an Coimisitn
um Athchdirit an Dli agus Binsi Fiosraithe. Cuidionn sé chomh maith le cur i bhfeidhm clar
reachtuil an Rialtais, clar um Leasu an Oireachtais, agus Reachtaiocht um Shaordil Faisnéise.

v' Seirbhisi Preas agus Eolais an Rialtais

Solathraionn na seirbhisi seo eolas do na meain agus don phobal maidir le cursai an Rialtais,
agus comhairlionn Runai Preas an Rialtais an Taoiseach ar chursai na mean.

v Rannan Thuaisceart na hEireann

Tacaionn Rannan Thuaisceart na hEireann leis an Taoiseach agus é ag comhlionadh a chuid
dualgais sa limistéar tosaiochta seo, agus é ag obair ar fhoirmliu polasaithe straitéiseach,
forbairt agus cumarsdid. Tacaionn sé chomh maith lena chruinnithe agus teagmhalacha leis na
daoine suntasacha.| gcomhphadirt leis an Roinn Gnéthai Eachtracha, comhordnaionn sé cur i
bhfeidhm Chomhaontu Aoine an Chéasta, go hairithe Sraith a D6, agus comhordnaionn sé agus
tacaionn sé leis an Taoiseach agus é ag glacadh pdirt sa Chomhairle Aireachta Thuaidh-Theas
agus i gCombhairle na Breataine Mdir / na hEireann.

v' Rannén do Ghnéthai Eorpacha agus Idirnéisidnta

Tacaionn an Rannan seo leis an Taoiseach ina rél mar bhall den Chomhairle Eorpach agus maidir
lena dhualgais Eorpacha agus idirnaisiunta eile. Comhordnaionn sé agus cuireann sé le forbairt
pholasaithe an Rialtais agus an straitéis iomlan ar rél na hEireann i gctrsai an AE (i gcomhphairt
leis an Roinn Gnoéthai Eachtracha agus Ranna tdbhachtacha eile), agus aithnionn sé agus
freagraionn sé do mhireanna reatha agus féideartha clar oibre na Eorpa a bhfuil éifeacht aige ar
spéis na hEireann.
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CHAPTER 3: SUMMARY OF SERVICES/ ACTIVITIES PROVIDED BY DIVISIONS

3.2 Departmental Divisions working bilingua_

This section sets out the activities of the Divisions or functional areas referred to above that provide
a one-to-one bilingual service, through the medium of Irish and English, in the language of the
customer’s choosing. This service is provided by referring queries to staff who have a good level of
proficiency in Irish and who can act as a channel of communication between the Division and the
individual. Arrangements have been made to ensure that, where Divisions do not have a member
of staff proficient in Irish, or where such a person leaves, a designated member of staff from another
Division will provide this service. These arrangements will be reviewed in light of evolving demand
throughout the lifetime of the Scheme. The aim is to ensure that the same high quality of service is
available in both languages.

v' Secretary General's Office and Government Secretariat —

The Government Secretariat ensures the efficient and orderly conduct of the Government'’s
business. It assists the Taoiseach in his observance of the constitutional and legal requirements
of his office in relation to the Government and the President, and it compiles the weekly
Parliamentary Questions (PQ) listings for the Department, together with a database of
submissions to and rulings of the Chair in relation to these PQs.

This Division handles State protocol, including protocol for the Taoiseach and the Ministers
of State. Its other responsibilities include relations between the President and Government;
liaison with the Offices of the Attorney General, Chief State Solicitor, Director of Public
Prosecutions, Law Reform Commission and Tribunals of Enquiry. It also assists in the
implementation of the Government'’s legislative programme, the programme of Oireachtas
Reform, and the Freedom of Information legislation.

v Government Press and Information Services _

These Services provide information to the media and the public on Government matters, while
the Government Press Secretary advises the Taoiseach on media relations.

¥ Northern lreland Divsion -

Northern Ireland Division supports the Taoiseach in carrying out his responsibilities in this
priority area, by working on strategic policy formulation, development and communication.
It also supports his meetings and contacts with relevant key players. In conjunction with
the Department of Foreign Affairs, it co-ordinates implementation of the Good Friday
Agreement, particularly Strand Two, and it co-ordinates and supports the Taoiseach’s
participation in the North-South Ministerial Council and the British-Irish Council.

v" European and International Affairs Division _

This Division supports the Taoiseach in his role as a member of the European Council and

in respect of his other European and international responsibilities. It co-ordinates and
contributes to the development of Government policy and overall strategy in relation to
Ireland’s role in EU issues (in conjunction with the Department of Foreign Affairs and other key
Departments), and identifies and responds to current and prospective items on the European
agenda which affect Ireland’s core interests.
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v' Rannén do Bheartais Eacnamafoch agus Séisialta

Combhairlionn an Rannan seo an Taoiseach maidir le polasai eacnamaioch agus saisialta,
pairtnéireacht séisialta san direamh, agus comhordnaionn sé agus tacaionn sé le polasai ar
chursai tdbhachtacha naisiunta, cuir i gcas, infrastruchtur, difhostaiocht agus bochtaineacht.
Buaileann sé le Ranna agus Gniomhaireachtai Stéit eile ag oibriu sa limistéar seo, agus
solathraionn sé runaiocht do lion airithe Coisti Comh-Aireachta. Glacann sé an priomh-rél i
dtaidhleoireacht agus i gcur i bhfeidhm chuspéiri polasaithe nach mbaineann le pa de na
Clair Naisiunta aontaithe le Pairtnéiri Soisialta, agus solathraionn sé ranaiocht do Chruinnithe
lomldnacha na Pairtnéireachta Soéisialta agus do Ghrupa Stiurtha Dul Chun Cinn a Chothd.

v" Rannéan do Chomhphairtiocht Sdisialta agus do Nuachairiti na Seirbhise Poibli

Maidir le Pairtnéireacht Soisialta, glacann an Rannan rél chun tosaigh i dtaidhleoireacht agus

i gcur i bhfeidhm na bhforalacha maidir le cursai pd agus an ionaid oibre atd leagtha amach

sna hAontuithe do Phairtnéireacht Soéisialta. Comhairlionn sé an Taoiseach ar chursai p4, ar
chaidrimh thionsclaiocha agus ar chirsa an ionaid oibre, seirbhisionn sé an Comhlacht um Chur
i bhFeidhm Naisiuinta (NIB), agus tacaionn sé le hobair an lonaid Naisiinta Comhphdirtiochta
agus Feidhmiochta (NCPP).

Cuireann an Rannan chun cinn chomh maith forbairt agus treoir polasaithe maidir leis an gclar
nuachoirithe don Statseirbhis agus don tSeirbhis Phoibli. Tacaionn sé leis an nGripa um Chur i
bhFeidhm de Runaithe Ginearalta agus Fo-Ghrupai bainteacha agus Grupai Oibre éagsula, agus
oibrionn sé le Ranna, Oifigi agus an tSeirbhis Phoibli nios leithne i gcur i bhfeidhm an chlair
oibre nuachoirithe mar até leagtha amach i nDul Chun Cinn a Chothd.

v Aonad Polasaithe do Shochaf an Eolais

Combhairlionn an tAonad seo an Taoiseach agus an Aire Stéit ar ghnéithe uilig pholasai na
Sochai Eolais, agus comhordnaionn sé forbairt agus cur i bhfeidhm an pholasai le go mbeidh
Eire chun tosaigh den tSochai Eolais. T4 sé freagrach as an gComh-Aireacht Leictreonach
(eCabinet), agus soldthraionn sé chomh maith Rinaiocht don Choiste Comh-Aireachta ar an
tSochai Eolais agus don Choimisiin um Shochai an Eolais, i measc grupai eile.

v' Oifig Phriobhaideach an Taoisigh

Tacaionn an Oifig Phriobhdideach leis an Taoiseach maidir lena rél agus oibleagdidi Parlaiminte,
agus ina rol mar Cheann an Rialtais. Tacaionn sé chomh maith leis maidir le coimitminti na
Roinne agus poibli,agus bainistionn sé a ghniomhaiochtai baile agus eachtracha. Ldimhsedlann
an Oifig Phriobhaideach comhfhreagras ginearélta agus fiosrichdin a chuireann an pobal ar an
Taoiseach.

v' Oifig Phriomh-Aoire an Rialtais

Solathraionn an Oifig seo seirbhis tacaiochta do Priomh-Aoire an Rialtais.

v' QOifig an Aire Stait

Solathraionn an Oifig seo seirbhis tacaiochta don Aire Stait.

v" Aonad Inidchta Inmhednach

Solathraionn an t-aonad seo deimhnit don Oifigeach Cuntasaiochta ar na cérais rialaithe
inmheanacha agus an méid a bhaineann siad amach maidir le cuspdiri polasaithe agus gné sa
bhealach is eacnamaiche agus is éifeachtai.Ta sé mar acmhainn do bhainistiocht na Roinne lena
anailis agus breithiunas ar chorais rialaithe na Roinne.
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Economic and Social Policy Division _

This Division advises the Taoiseach on economic and social policy including social partnership,
and co-ordinates and supports policy on key national issues, such as infrastructure,
unemployment and poverty. It liaises with other Departments and State Agencies operating in
this area, and provides a secretariat to a number of Cabinet Committees. It takes the lead role
in the negotiation and implementation of the non-pay-related policy objectives of the National
Programmes agreed with Social Partners,and provides a secretariat to the Plenary Meetings of
Social Partnership and to the Steering Group of Sustaining Progress.

Social Partnership and Public Service Modernisation Division _

In relationship to Social Partnership, the Division takes a leading role in negotiation and
implementation of the pay and workplace related provisions set out in the Social Partnership
Agreements. It advises the Taoiseach on pay, industrial relations and workplace related issues,
services the National Implementation Body (NIB), and supports the work of the National Centre
for Partnership and Performance (NCPP).

The Division also promotes the development and direction of policies in relation to the
modernisation programme for the Civil and Public Service. It supports the Implementation
Group of Secretaries General and various associated Sub Groups and Working Groups,

and works with Departments, Offices and the wider Public Service in implementing the
modernisation agenda set out in Sustaining Progress.

The Unit advises the Taoiseach and the Minister of State on all aspects of Information Society
policy, and co-ordinates the development and implementation of policy to place Ireland at the
forefront of the Information Society. It is responsible for the eCabinet project, and also provides
a Secretariat to the Cabinet Committee on the Information Society and to the Information
Society Commission,among other groups.

The Private Office supports the Taoiseach in respect of his Parliamentary role and obligations,
and in his role as Head of Government. It also supports him in respect of his Departmental and
public commitments, and manages his domestic and foreign engagements. The Private Office
handles general correspondence and queries addressed to the Taoiseach by the public.

Government Chief Whips Office B

This Office provides a support service to the Government Chief Whip.

Minister of State's Office B

This Office provides a support service to the Minister of State.

This unit provides assurance to the Accounting Officer on the internal control systems and the
extent to which these systems contribute to the achievement of policy and business objectives
in the most economic, efficient and effective way. It also acts as a resource to the Department’s
management through its analysis and appraisal of departmental control systems.
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v' Rannan do Ghnéthai Corparéaideacha

Ta dualgas ag an Rannan seo maidir le comhairle polasaithe agus straitéiseacha maidir le
heagruchan, bainistiocht, agus riarachan acmhainni daonna na Roinne, rud a théann an Rannan
Pearsanra i ngleic leis. Chomh maith leis sin, ta forbairt agus solathar seirbhisi tacaiochta

don Roinn de dhualgas air. Solathraionn an Chlarlann taisce comhaid na Roinne, gniomhach
agus mighniomhach, agus comhaid phearsanra don fhoireann reatha agus déibh siid a
chuaigh ar pinsean, a d'aistrigh n6 a d'éirigh as a bpost, chomh maith le seirbhis bainistiochta
combhaid. Solathraionn an Leabharlann seirbhis leabharlainne agus eolais don fhoireann, agus
soldthraionn Aonad na Cartlainne seirbhis ghniomhach de réir na bhfordlacha i reachtaiocht
na Cartlainne Naisitinta.

Tacaionn an tAonad um Bainistit Athruithe le cur i bhfeidhm proiseas leasaithe bainistiochta
taobh istigh den Roinn faoin bproéiseas nuachairithe, agus cinntionn an tAonad Traenala
solathar thraendil agus fhorbairt na foirne. Solathraionn an tAonad Airgeadais na seirbhisi
airgeadais, agus bainistionn sé acmhainni airgeadais na Roinne agus solathraionn sé seirbhisi
airgeadais don Taoiseach, don Aire Stait, don Oifigeach Cuntasaiochta, bainistiocht agus
foireann, Ranna Rialtais eile agus Oifig an Ard-Reachtaire Cuntas agus Ciste.

Isiad na dualgais atd ag an Aonad IT na feidhmeanna teicneolaiochta eolais na Roinne, agus
solathraionn sé seirbhis dirithe ar riachtanais na Roinne agus a custaiméiri, maidir le solathar
agus bainistiocht an eolais agus na gcoéras I.T.

Is iad na dualgais atd ag an Aonad Seirbhisi Bainistiochta na: |6istin, cothabhail Thithe

an Rialtais, slandail, Sldinte agus Sabhailteacht, Seirbhis Chailiochta do Chustaiméiri (QCS),
stidrthoireacht ar sheirbhisi agus an fhoireann ghlantachain, ceannach agus cothabhail troscdin
agus trealamh na hoifige, agus eagruchan turais timpeall Thithe an Rialtais Dé Sathairn.
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Corporate Affairs Division has responsibility for policies and strategic advice in relation to the
organisation, management, and administration of the Department’s human resources, which
are dealt with by Personnel Section. The Division is also charged with the development and
provision of support services in the Department. The Registry provides a central repository
for departmental files, active and dormant, and for personnel files of serving staff and those
who have retired, transferred or resigned, as well as providing a file management service. The
Library provides a library and information service to staff, while the Archives Unit provides an
archive service in accordance with the provisions of the National Archives legislation.

The Change Management Unit supports the implementation of the change management
processes within the Department under the Strategic Management Initiative, and the Training
Unit ensures the provision of staff training and development. Financial services are provided
by the Finance Unit, which manages the Department’s financial resources and provides all
financial services to the Taoiseach, Minister of State, Accounting Officer, management and staff,
other Government Departments and the Office of the Comptroller and Auditor General.

The IT Unit has responsibility for the Department’s information technology functions,and
provides a service geared to meet the Department’s needs and those of its customers, in
relation to the provision and management of information and I.T. Systems.

The responsibilities of Management Services Unit include:accommodation, maintenance
of Government Buildings, security, Health & Safety, Quality Customer Service, supervision of
services and cleaning staff, purchasing and maintenance of furnishings and office equipment,
and organisation of the Saturday Tours of Government Buildings.
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4.1 Culra

In ainneoin an méid iseal teagmhdla idir an Roinn agus an Pobal, td coimitmint againn seirbhis

a sholathar i nGaeilge ata d’aonchaighdedn le ceann an Bhéarla. Sa chuid seo, déanann muid

imline ar na bearta a thogfaidh muid le linn fhaid na scéime chun ar seirbhisi a mhéadu agus chun
sofheictheacht na Gaeilge a mhéadu agus muid ag déileail leis an bpobal. Lorgéidh muid deiseanna
do mhéadu breise sna scéimeanna amach anseo.

4.2 Seirbhisi atd lomlan Datheangach

Ag cur leis an méid ata ann cheana féin, is é polasai na Roinne go gcuirfear na seirbhisi seo a leanas
ar fail go hiomlan datheangach, tri mhean na Gaeilge agus an Bhéarla, thar rannain go léir na Roinne.
Bainfear seo amach chomh luath agus is féidir,ach ni bheidh sé nios déanai na deireadh na scéime
reatha:

»

»

»

»
»

Maidir le doiciméid nach leagann amach moltai ar pholasaithe poibli,agus a bhfuil ctrsaiocht teoranta
acu agus ata dirithe ar shainghrupai, beidh siad seo ar fail i mBéarla amhain, sin mura bhfaigheann
muid amach go bhfuil éileamh faoi leith ann d'fhoilseachan as Gaeilge. Coinneoidh muid linn ag
breathnu air seo maidir le héileamh nua agus maidir le cursai cainniochta.

Cinnteoidh muid freisin go gcuirfear amach 20% dar n-eisitinti preas i nGaeilge agus i mBéarla tacbh
istigh de dheireadh na Scéime.

4.3 Fograi Béil

>

»

Maidir le laithreain Ghréasdin na Roinne, beidh an téacs agus na grafaici ar féil ar na priomh-
leathanaigh i mBéarla agus i nGaeilge. Beidh ainmneacha fearainn Gaeilge, a thabharfas
rochtain dhireach do chuid Ghaeilge na laithrean seo, cléraithe do na ldithrean seo.

Ma chuirtear seirbhisi idirghniomhacha ar fail, déanfar seo sa da theanga ag an am céanna.

Beidh seirbhisi riomhphoist ar fail sa da theanga (m.sh.fégrai séanta). Bundfar seoladh
riomhphoist ginearalta le haghaidh fiosrichain i nGaeilge, agus cinnteoidh an Roinn go
ndéiledlfar leo chomh sciobtha agus a dhéilealtar le fiosrichain Bhéarla.

Maidir le hathrd a dhéanamh ar &r gCéras Bainistiochta Airgeadais riomhairithe ionas gur
féidir leis oibriu sa da theanga, breathnéfar air seo i gcomhthéacs obair uasghradaithe,
pleanailte le linn fhaid na scéime reatha.

Beidh bileoga eolais ar fail go datheangach agus taobh istigh d’aon chltidach amhdin .

Chomh maith leis na doiciméid ar fail i mBéarla agus i nGaeilge ata liostaithe in Alt 2.1,
cuirfear na doiciméid seo a leanas ar fail sa da theanga:

P Alt 15 & 16 Leabhar Tagartha (faoi Achtanna na Saoréile Faisnéise)
» An Nuachtlitir Social Inclusion
» Lamhleabhar do Thithe an Rialtais

Ta sé de pholasai ag an Roinn obair le cinntit go mbeidh gach fégra béil réamhthaifeadta i
nGaeilge, né i mBéarla no sa da theanga. Bainfear an chuspair seo amach faoi dheireadh na
scéime reatha.

Chun an tseirbhis a fheabhsu ag ar bpriomhphointi teagmhala leis an bpobal (m.sh.féilteoirf,
foireann an lasc-chldir, agus ar uile) tabharfaidh muid faoi na bearta seo a leanas:
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Enhancement of Services to
be provided bilingually

41 Background B

Notwithstanding the relatively low level of interaction that the Department has with the general
public, we are totally committed to providing a service in Irish of equal standard to the service we
supply in English. In this section we outline the measures we will take within the life of this Scheme to
enhance our services and to increase the visibility of Irish in our dealings with the public. We will also
seek opportunities for further enhancement in future Schemes.

42 Fully Bilingual Services -

Building on what has been achieved to date, the Department’s policy is that the following services
will be provided fully bilingually, through the medium of Irish and English, across all Divisions of the
Department. This objective will be achieved as soon as possible, but not later than the end of the
current scheme:

PP Inrespect of all Departmental Websites, the text and graphics on the main pages will be
available in both English and Irish. Irish language domain names, which will give direct
access to the Irish language section of the sites, will be registered for these sites. If
interactive services are provided, they will be introduced simultaneously in both languages.

P> Email services will be in both languages (e.g.disclaimer notices). A generic email address
for queries in Irish will be established, and the Department will ensure that such queries are
dealt with as promptly as English language queries.

P> The question of amending our existing computerised Financial Management System, so
that it can function in both languages, will be looked at in the context of upgrading work,
planned during the life of the current scheme.

PP Information leaflets will be fully bilingual and within the same cover .

P> Inaddition to the documents available in English and Irish which are listed in Section 2.1,
the following documents will also be made available in both languages:
P Section 15 & 16 Reference Book (under the Freedom of Information Acts)
» Social Inclusion Newsletter

» The Guide to Government Buildings

Documents which do not set out public policy proposals, and which have limited circulation and are
aimed at specialist groups, will be in English only unless we are aware that there is a specific prior
demand for their publication in Irish. We will continue to review this position in the light of evolving
demand and having regard to capacity issues.

We will also ensure that 20% of our press releases will issue in both Irish and English by the end of the
lifetime of the Scheme.

P Itisthe policy of the Department to work towards ensuring that all pre-recorded oral
announcements to our customers will be in the Irish language, or in the English and Irish languages.
This objective will be achieved by the end of the current scheme.

P Inorder to enhance the service provided at our main points of contact with the public
(e.g. receptionists, switchboard staff, etc.) we will undertake the following measures:
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CABIDIL 4: MEADU AR SHEIRBHISI A CHUIRFEAR AR FAIL GO DATHEANGACH

P Chun an caighdeén ard seirbhise at4 & chur ar fail ag an lasc-chlar a choth, iarrfaidh muid ar
Eircom (an soldthrai seirbhise) go mbeidh Gaeilge mhaith liofa ag an bhfoireann ar an lasc-chlar.

P Cuirfidh muid traenéil inrochtana agus bhainteach ar fail déibh siud i bpriomhlimistéir
seirbhisi leis an méid is mé teagmhdla leis an bpobal.

P Cuirfidh muid turas ar fail Dé Sathairn timpeall Thithe an Rialtais i nGaeilge agus forbréidh
muid fail orthu seo le linn fhaid na scéime, ag cur éileamh san direamh.Gheobhaidh siad seo an
méid céanna poibliochta, tri na bealai céanna, agus na turais
tri Bhéarla.

4.4 Earcaiocht & Socruchain Fostaiochta

Cuirfidh an Rannan Phearsanra na bearta seo in ait, thar fhaid na scéime, ionas go n-earcaitear agus go
gcoinnitear lion cui foirne le cumas sa Ghaeilge sa Roinn chun freastal ar fhordlacha an Achta:

P Mar chuid da polasai earcaiochta sa Roinn, i gcomhoibril leis an tSeirbhis um Cheapachain Phoibli,
déanfaidh an Roinn iarracht chomh fada agus is féidir go bhfuil foireann earcaithe le Gaeilge.

P ce go n-oibrionn na socruithe imlinithe in Alt 3.2 go neamhfhoirmedlta, déanfaidh an Roinn iad seo
a dhéanamh foirmealta. Agus constaici eile maidir le hionadaiocht foirne curtha san aireamh, déanfaidh
an Roinn iarracht a chinntiu go bhfuil ar a laghad ball foirne amhain i ngach Rannan a bhfuil Gaeilge
aige no aici. Nuair nach bhfuil sé seo indéanta, mar gheall ar easpa foirne, déanfar socruithe foirmealta
le cinntit gur féidir le foireann eile ata cumasach sa Ghaeilge déileail le fiosriichain. Breathnofar ar
na socruithe seo aris de réir éilimh.ls é an aidhm do seo agus do scéimeanna as seo amach, seirbhis
d’ardchaighdedn a chur ar féil do chustaiméiri ar mian leo a ghné a dhéanamh tri Ghaeilge, ata ar aon
chéim le caighdedn seirbhise an Bhéarla.

4.5 Traendil & Forbairt

Ta coimitmint leantnach ann traenail agus forbairt chui a sholathar don fhoireann ar fad, sa da theanga
oifigiula, le freastal ar riachtanais ar gcustaiméiri atd ag teacht chun cinn agus chun poitéinseal iomlan na
foirne a fhorbairt le linn a ngairmeacha sa Roinn seo.

Déanfaidh Gruapa Stitrtha QCS na Roinne, a threoréidh cur i bhfeidhm na scéime,an méid seo a leanas:
P> Fardal a dhéanamh ar sholathar agus éileamh na seirbhisi Gaeilge thar rannain uilig na Roinne.

P>  Daoine deonacha a lorg a sholathréidh seirbhisi Gaeilge thar an Roinn. Aithneofar na hoifigigh
seo inar n-eolaire inmheanach agus scaipfear liosta cuimsitheach don deasc failte, don lasc-
chlar agus do phriomhphointi teagmhala eile. Spreagfar oifigigh eile chun a gcuid scileanna
teanga a fhorbairt chun an liosta seo a leathnd, ionas nach mbeidh barraiocht oibre ag baill
airithe den fhoireann ma ardaitear an t-éileamh seo. Nuair ata freagracht don tseirbhis seo
sannta, beidh an dualgas seo mar phairt de rél gach aon oifigeach faoi PMDS (an Céras
Bainistiochta agus Forbartha Feidhmiochta).

PP Lionra Gaeilge de na hoifigigh seo a chur ar bun agus tacaiocht a thabhairt do. Déanfaidh an
lionra an méid seo a leanas:

» Aontu ar dhaileadh amach na freagrachta do sholathar na seirbhise i nGaeilge ag na
Rannain

> A gcuid riachtanais a aithint maidir le traendil agus acmhainni (m.sh.lamhleabhair,
gluaiseanna, litreacha teimpléid agus riomhphoist)

» Eolas agus comhairle a mhalartu chun cailiocht ard aistriichdin, scileanna comhra agus
ar uile a chinntiu

P Cuidiu le seirbhisi Corparaideacha agus an Grapa Stitirtha QCS chun monatdéireacht a
dhéanamh ar an éileamh ar sheirbhisi Gaeilge agus chun é a mheas
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CHAPTER 4: ENHANCEMENT OF SERVICES TO BE PROVIDED BILINGUALLY

» To maintain the high standard of service currently provided by our switchboard, we
will request Eircom (the service provider) to ensure that staff assigned to the switchboard
continue to have a good level of fluency in Irish.

» We will provide relevant and accessible training to those in key service areas with the
most direct relationship to the public.

» We will provide Saturday Tours of Government Buildings in Irish and develop their
availability throughout the life of the scheme, having regard to demand. These will receive
the same level of promotion, through our usual channels, as the English language tours.

Personnel Section will put the following measures in place, over the life of the current scheme, in order
that an adequate number of staff with proficiency in the Irish language are recruited and retained
within this Department in order to comply with the provisions of the Act:

P As part of its recruitment policy the Department, in co-operation with the Public Appointments
Service, will seek to ensure that, as far as possible, staff recruited have proficiency in Irish.

P While the arrangements outlined in Section 3.2 currently operate on an informal basis, the
Department will place these arrangements on a formal footing. Subject to the other constraints
governing staff placement, the Department will seek to ensure that at least one staff member in
each Division has proficiency in Irish. Where this is not possible, due to a shortage of such staff,
formal arrangements will be put in place to ensure that other staff who are proficient in Irish can
deal with queries. These arrangements will be reviewed in the light of evolving demand. The aim,
over this and subsequent schemes, will be to develop a quality service for customers who wish to
conduct their business in Irish, equal to the standard of service provided through English.

There is an ongoing commitment to provide appropriate training and development for all staff, in both
official languages, to meet the evolving needs of our customers and to develop the full potential of
staff during their careers in this Department.

The Department’s QCS Steering Group, which will drive the implementation of this scheme, will:

PP Carry out an inventory of supply and demand for Irish language services across all sections of
the Department.

PP Seekvolunteers to provide Irish language services across the Department. These officers
will be identified in our internal telephone directory and a current and comprehensive list
will be circulated to reception, switchboard and other key contact points. Other officers will
be encouraged to develop their language skills in order to expand this list, so that individual
staff members do not become over-burdened should demand increase. Once responsibility for
the provision of service in Irish has been assigned, this responsibility will become part of each
officer’s role profile under PMDS.

PP Setup and support an Irish Language Network of these officers which will:

P Agree on the assignment of responsibility for the provision of service in Irish by
Divisions.

P Identify their requirements with regard to training and resources
(e.g.manuals, glossaries, template letters and emails).

» Exchange information and advice in order to ensure a high quality of translation,
conversation skills, etc.

D Assist Corporate Services and the QCS Steering Group in monitoring and analysing the
demand for services in Irish.
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CABIDIL 4: MEADU AR SHEIRBHISI A CHUIRFEAR AR FAIL GO DATHEANGACH

P Cuidiu le haird a tharraingt ar an nGaeilge taobh istigh den Roinn

P Cuidiu le meantéireacht agus forbairt fhoireann eile le suim faoi leith acu i nGaeilge

Beidh an Lionra Gaeilge mar acmhainn eolais agus comhairle don Ghrupa Stiurtha QCS, a mheasfaidh
leibhéal an chumais agus a fhorbréidh traendil chui agus acmhainni eile, leis na seirbhisi ata ar fail a
mheaitsedil. Déanfaidh sé monatoireacht freisin ar an Scéim ar bhun leantnach, agus déanfaidh sé
tuairisc don Choiste um Chomhairle Bhainistiochta mar is cui.

Déanfaidh an Rannan Seirbhisi Corparaideacha an méid seo a leanas:

P Amathariscintin lieu d'oifigigh atd ag freastal ar chursai traenala Gaeilge taobh amuigh
d’uaireanta oibre oifige

P Gachcursa Gaeilge a mheas ar bhun rialta le cinntiti cé chomh héifeachtach is a shroicheann
siad spriocanna na Roinne.

P Feasacht teanga a bheith mar chuid de Thraenail londuchtichain agus Seirbhis Chustaiméara ionas:

» Go dtuigeann siad cén fath a chuireann an Roinn polasai datheangach i bhfeidhm
» Go dtuigeann siad comhthéacs agus culra an pholasai

P Go bhfuil siad iomlan eolasach faoin bpolasai agus an chaoi a mbeidh tionchar aige ar a
gcuid oibre

P Gur féidir leo iad féin a aithint mar dhaoine le cumas sa Ghaeilge

4.6 Ag Cur Feabhas le Cumas Teanga Gaeilge na Roinne

Ta na bearta seo a leanas molta ionas go gcinnteofar leibhéal agus caighdedn na seirbhisi don phobal
le linn fhaid na scéime:

P Forbréidh Aonad Traenéla ranganna Gaeilge dirithe ar riachtanais seirbhisi custaiméara
P Leanfaidh an Roinn leis an bhfoireann a éascu le freastal ar ranganna Gaeilge le linn uaireanta oifige

P Leanfarar aghaidh le comhairle a thabhairt don fhoireann maidir le ranganna Gaeilge
d’ardchaighdedn agus gniomhaiochtai atd ar fail taobh amuigh d’'uaireanta oifige (m.sh.
Diopléma trit leibhéil sa Ghaeilge, Sult, Gael-Linn agus ar uile.)

P  Déanfaidh an Roinn poibliocht ghniomhach ar fhail na seirbhisi Gaeilge tri chomharthaiocht, an
l[dithredn Gréasain, agus ar uile.

P Déanfaidh muid amach Treoirlinte don Usaid Is Fearr le minid don fhoireann faoi impleachtai
Acht na dTeangacha Oifigiula, agus bealai a dhéanamh amach lenar seirbhisi Gaeilge a fheabhsu

Faoi lathair, isadideann muid comhlachtai trachtala d'aistritichan caipéisi mora. Ta Foras

na Gaeilge, mar iarratas én Roinn Gnéthai Pobail, Tuaithe agus Gaeltachta, ag ullmh liosta

de chombhlachtai aistriiichdin inghlactha, agus tsdidfear seo le cinntit go bhfuil na haistridchain
aiarraimid den chdiliocht is airde

> Chun feasacht ginearalta ar an nGaeilge a chur chun cinn sa Roinn, breathnéidh muid ar na
bealai atd ann chun seirbhis chustaiméara inmhedanach a sholathar don fhoireann tri Ghaeilge
agus é seo de réir a chéile. Déanfaidh muid seo i gcomhthéacs fhiontair nuachoirithe dirithe ar
sheirbhisi leictreonacha a sheachadadh, don fhoireann agus dar gcustaiméiri araon, mar sin ag
cur as direamh ga le foirmeacha ata ar fail faoi lathair

4.7 Logainmneacha Gaeltachta

Mar a luadh nios luaithe, nil an Roinn seo bainteach go direach le seirbhis a sholathar don phobal,

i gceantair Ghaeltachta né Galltachta. Aon uair a thagann logainmeacha Gaeltachta suas (m.sh.
foilseachdin n6 bunachair sonrai inmheanach), tsaidfear ainmneacha na limistéir sin do chuspairi
oifigitla mar a d'fhégair an tAire Gnéthai Pobail, Tuaithe agus Gaeltachta san Ordu Logainmneacha
(Ceantair Ghaeltachta) 2004.

v
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CHAPTER 4: ENHANCEMENT OF SERVICES TO BE PROVIDED BILINGUALLY

P Assist in raising awareness of Irish within the Department.

P Assist in the mentoring and developing of other staff with an interest in Irish.

The Irish Language Network will serve as a source of information and advice for the QCS Steering
Group, which will assess levels of competency and develop appropriate training and other resources,
to match the services being provided. It will also monitor implementation of the Scheme on an
ongoing basis, and report to the Management Advisory Committee as necessary.

Corporate Services Division will:

P Offertimein lieu to officers attending Irish language training courses outside of normal office
working hours.

P Assessalllrish language courses on a regular basis to ascertain how effectively they meet the
Department’s goals

P Include language awareness as part of both Induction and Customer Service training, so as to
ensure that staff:

» Understand why the Department implements a bilingual policy
P Understand the context and background to the policy
P Are fully informed about how the policy will affect their work

P Can identify themselves as having proficiency in Irish

4.6 Improving the Department’s Irish Language capabilit_

The following actions are proposed in order to ensure that both the level and standard of services to
the public are improved during the duration of the scheme:

4 Training Unit will develop Irish language classes focused on customer service needs

P The Department will continue to facilitate staff attending Irish language classes during office
hours

P Advice will continue to be given to staff in relation to the range of high-quality Irish language
classes and activities available outside office hours (e.g. third-level Diploma in Irish, Sult,
Gael-Linn etc)

P The Department will actively promote the availability of our Irish language services through
signage, the website, etc.

P Wewill produce a set of Best Practice Guidelines for staff explaining the implications of the
Official Languages Act, and setting out ways to enhance our Irish language services

b At present we use commercial companies for the translation of large documents. Foras na
Gaeilge, at the request of the Department of Community, Rural and Gaeltacht Affairs, is currently
preparing a list of approved translation companies, and this will be used to ensure that the
translations we commission are of the highest quality.

> Inorderto promote general awareness of Irish within the Department, we will look at ways of
providing, on a phased basis, an internal customer service to staff through Irish. We will do this
in the context of modernisation initiatives aimed at delivering more services electronically, both
to our staff and to customers, thereby eliminating the need for many forms currently in use.

As mentioned earlier, this Department is not primarily involved in providing services directly to

the public, either in Gaeltacht or in non-Gaeltacht areas. In any situation where use of Gaeltacht
placenames arises (e.g. publications or internal databases), the names of these areas to be used for
official purposes will be as declared by the Minister for Community, Rural and Gaeltacht Affairs in the
Placenames (Ceantair Ghaeltachta) Order 2004.
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Caibidil 5

Coinneoidh an Coiste um Chomhairle Bhainistiochta taobh istigh den Roinn seo oibriocht éifeachtach
na scéime faoi athbhreithnit, chomh fada is ata an Gripa Stidrtha QCS ag déanamh monatoéireacht de
sholathar seirbhisi agus leibhéal éilimh na seirbhisi Ghaeilge, cuidithe ag an Lionra Gaeilge

(féach Cuid 4.5).

Mar chuid da ndualgais iomléna faoin gclar nuachoirithe, déanfaidh bainisteoiri line i Ranndin
monatoireacht ar chur i bhfeidhm laethuil na scéime taobh istigh da limistéir féin, agus déanfaidh siad

tuairisc rialta da Ranai Canta.

Leanfaidh suirbhéanna custaiméiri ar aghaidh ag cur ceisteanna maidir le sastacht le solathar na
seirbhisi i nGaeilge, agus an t-éileamh do na seirbhisi seo.

Caibidil 6

Poibleofar dbhar na scéime seo, mar aon lena coimitminti agus fordlacha, don phobal gineardlta tri na
bealai seo a leanas:

Eisiuint Phreas
Seoladh oifigitil na scéime

Cursaiocht do ghniomhaireachtai agus comhlachtai poibli cui

v v v Vv

Laithrean Gréasain

Mar bharr air seo, direach nuair atd na Rannain a bhfuil coimitmint acu seirbhis a sheachadadh tri
Ghaeilge, in ann é sin a dhéanamh, poibleofar seo freisin ar an mbealach cui.

Seoladh céip den scéim seo chuig Oifig Choimisinéir na dTeangacha Oifigitila cheana féin.
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Monitoring and
Revision

The Management Advisory Committee within this Department will keep the effective operation of
the scheme under review, while ongoing monitoring of service provision and of the level of demand
for services through Irish will be carried out by the QCS Steering Group, assisted by the Irish Language
Network (see Section 4.5).

As part of their overall responsibilities under the modernisation programme, line managers in Divi-
sions will monitor the day-to-day implementation of the scheme within their own areas, and report on

a regular basis to their Assistant Secretary.

Future customer surveys will continue to include questions in relation to satisfaction with the provi-
sion of services in Irish, and the demand for these services.

Publicising of
Agreed Scheme

The contents of this scheme, together with its commitments and provisions, will be publicised to the
general public by means of:

Press release

Official launch of the scheme

Circulation to appropriate agencies and public bodies
Website

v v v Vv

In addition, once Divisions that have committed to delivering a service in Irish are in a position to do
so, this will also be publicised in the appropriate manner.

A copy of this scheme has also been forwarded to Oifig Choimisinéir na dTeangacha Oifigiula.
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AGUISIN 1

Sonrai Teagmhala Phearsanra atd

ag cur seirbhis Ghaeilge ar fail

Una Dempsey 016194024
Roinn an Taoisigh

Tithe an Rialtais

Baile Atha Cliath 2
una.dempsey@taoiseach.gov.ie

Cian Hynes 016194030
Roinn an Taoisigh

Tithe an Rialtais

Baile Atha Cliath 2
cian.hynes@taoiseach.gov.ie

Sinéad Nic Coitir 016194261
Roinn an Taoisigh

Tithe an Rialtais

Baile Atha Cliath 2
sinead.niccoitir@taoiseach.gov.ie

Emer O’Connell 016194103
Roinn an Taoisigh

Tithe an Rialtais

Baile Atha Cliath 2
emer.o'connell@taoiseach.gov.ie

Coinneofar cothrom le data na sonrai seo
ar laithrean Ghréasain na Roinne
(www.taoiseach.gov.ie)
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APPENDIX 1

Contact details of personnel
providing an Irish language service

Una Dempsey 016194024
Department of the Taoiseach

Government Buildings

Dublin 2

una.dempsey@taoiseach.gov.ie

Cian Hynes 016194030
Department of the Taoiseach

Government Buildings

Dublin 2

cian.hynes@taoiseach.gov.ie

Sinéad Nic Coitir 016194261
Department of the Taoiseach

Government Buildings

Dublin 2

sinead.niccoitir@taoiseach.gov.ie

Emer O’Connell 016194103
Department of the Taoiseach

Government Buildings

Dublin 2

emer.o’‘connell@taoiseach.gov.ie

These details will be kept up to date
on our website
(www.taoiseach.gov.ie)
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