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Customer Service 

 
 

Introduction 
Cork Education and Training Board (CETB) in partnership with its staff, is committed to 

improving the level of its customer service.  The Board and staff accept that public services 

should be designed and delivered on the basis of meeting the needs of the individual citizen, 

schools, centres, business, or community.  CETB and its staff, like organisations across the public 

service, face the challenge of demonstrating their ability in delivering a high quality 

performance.  This requires individual organisations/individuals to set and achieve goals, 

develop measures for assessing their success and provide detailed information on their own 

performance.  It also requires a greater devolution of responsibility to enable innovation and 

collaboration at local level and effective reporting mechanisms. 

 
 

The Customers 
Under the Programme for Prosperity and Fairness (PPF) each CETB was required, to adopt a  

Strategic management approach to the planning and development of services.  An important 

element is the delivery and active promotion of a quality customer service. This work continues 

under the terms of the ‘Towards 2016’ as a starting point we need to define “who are our  

customers”. 

 



Who are our “internal customers?” 
CETB is committed to ensuring that its staff are recognised as customers.  It appreciates that 

delivering a quality service to the public is only possible by meeting the needs of our internal 

customers, by achieving high standards of timeliness, courtesy, consultation, information, etc.  

CETB accepts that training has an important role in recognising and supporting the needs of 

staff and in equipping them to provide better services to the public. 

 
 
The following are recognised and acknowledged as “Internal Customers” 

 Members of CETB and its governance boards; 

 Members of Sub-Committees of CETB; 

 Boards of Management of Schools, Colleges and Other Centres; 

 Each member of staff; 

 Management of each school/college and other centre under the  jurisdiction of CETB.

 
 
Who are our “external customers?” 

 Applicants for jobs advertised by the Board; 

 Applicants for  Third Level Student Grants; 

 Department of Education and Skills; 

 Comptroller and Auditor General; 

 Other State Departments, Agencies and Local Authorities; 

 Suppliers of goods and services to the Board’s Head Office, Schools, Colleges and Other 
Centres, Trade Unions and Staff Associations representing staff employed by the Board; 

 Members of the general public who contact the Board, its schools, colleges and other 
centres on any of a wide variety of issues, not already covered above. 
 

 

Quality Service Standards 
CETB and its staff are committed to providing a quality service in an efficient and courteous 

manner to all its customers.  We aim to do this in the following manner.  When you visit our 

Offices we will ensure that:- 

 You are treated with courtesy; 

 Your privacy will be respected; 

 Your enquiry will be dealt with promptly; 

 Our Reception, Waiting and Interview Rooms will be safe, clean and well maintained 
and accessible for people with disabilities; 

 We recommend that your make an appointment if you wish to meet a member of staff. 



Information 

Commitment: CETB is committed to providing information on its services, activities and 

programmes.  This is being achieved through a number of different media – electronic, 

publications, forms, information leaflets, through direct links to its parent Department 

(Department of Education and Skills) and its representative body, the Education and Training 

Board Ireland and other appropriate agencies and organisations. 

 

External: Quality Customer Service takes a proactive approach in providing information that is 

clear, timely and accurate, is available at all points of contact and meets the requirements of 

people with specific needs.  It ensures that the potential offered by Information Technology is 

fully utilised and that information available on public service websites follows the guidelines on 

web publication.  CETB will continue to develop user-friendly approaches with regard to 

regulations, forms, processes and procedures. 

 

Internal: CETB is committed to ensuring that staff are recognised as internal customers and that 

they are properly supported and consulted with regard to service delivery issues.   

 

Electronic: 

The CETB website is an important source of information about the ETB and its services.  The 

website facilitates service users by providing online information on ETB services and access to 

application forms for staff vacancies etc.  The Board will work with the Department of 

Education & Skills and other appropriate agencies and organisations, so as to include links to 

those agencies’ web sites. 

 

An intranet is planned to enable staff share information and have a single corporate-wide 

system for accessing information of common interest.  This will be a development on the 

present information sharing system in the ETB Head Office network.

 

Publications:  CETB issues a number of publications.  These include the Annual Report, Codes of 



Practice, Newsletter and information brochures, etc.  In addition, Department of Education & 

Skills publications, the ETBI News and other publications serve as a useful means of updating 

customers and staff on both formal and informal matters relating to the ETB. 

 

Forms:  CETB uses a number of forms to gather the information it needs to provide services in 

an efficient manner. As part of this plan, a review of forms was undertaken to ensure that only 

necessary questions are asked, that forms use clear language and are clearly laid out, that 

customers and users of the forms are involved in the review and design process, that the design 

of the forms meet the requirements of both the customer-base and modern IT-based systems.  

Necessary changes are implemented on an ongoing basis. 

 

Information Leaflets: Information Leaflets produced by CETB provide customers with details of 

services offered, including programmes and courses, eligibility criteria, conditions relating to 

grants, etc.  As part of the preparation of this Plan, a review of information leaflets was 

undertaken to ensure that these are up-to-date, accurate, comprehensive and easily 

understood and that details of complaints and appeals procedures are included on all 

information leaflets.  Arising from this review, a number of changes have been implemented 

and others are planned. 

 

Action Plan to improve Customer Service 

Over the period of this plan we will: 

 Upgrade the main website and ensure that the information available is clear, timely and 
accurate; 

 Develop the Intranet to improve the sharing of information within CETB; 

 Introduce a ‘Help-Desk’.  This is happening already at a number of levels and does not 
need to be a fixed location.  The question that additional ‘Information Points’ may be 
required to assist with the development of a more ‘Customer-focused Culture’, will be 
considered; 

 Keep all forms and information leaflets under review to ensure relevance etc; 

 Develop systems to assist access to information in a format appropriate to all staff and 
all customers, i.e., Braille, text-to-speech, email, paper copy, etc; 

 Ensure ‘Freedom of Information’ requests will continue to be processed in accordance 
with statutory provisions. 



Performance Indicators 

To assess the achievements of these targets we will: 

 Develop feedback systems to obtain customers’ view on the accessibility and standard 
of information; 

 Carry out internal surveys to ascertain progress with reviews of forms and information 
leaflets; 

 Seek the views of customers’ on the accessibility of information in any customer surveys 
undertaken. 

 

 

Timelines and Courtesy 

CETB is committed to delivering a quality service to all its customers by ensuring that they are 

dealt with promptly and with courtesy and sensitivity. 

 

Customer contact is by way of telephone, application forms, by letter or e-mail and some by  

personal visits to Head Office, School Offices, Adult Education and Other Centre Offices. 

 

To ensure that all customers are dealt with properly, impartially and with the minimum of 

delay, it is proposed to foster a climate of mutual respect between Board’s staff and customers. 

 

This aspiration can be best achieved by the implementation of the following practices, which 

CETB is committed to:- 

 

Telephone Calls 

 Provide a courteous, helpful, friendly and prompt answering service; 

 Staff are available to answer telephone calls at all times during office hours; 

 Staff will give their full name and section when answering. 
 

Letters and E-Mails 

 Where appropriate, acknowledge correspondence within 3 working days; 

 Where warranted, issue a definitive reply within 15 working days.  If such a reply cannot 
be issued within this timeframe, then an interim reply will be issued, informing the 



sender that the matter is continuing to receive attention; 

 Ensure replies carry details of contact person and contact telephone number. 

 See Administrative Assess Policy for further information. 
 

Personal Callers 

 Ensure all personal callers are treated with courtesy and sensitivity; 

 Provide comfortable seating, etc and privacy, as appropriate.

 

Customer assistance in ensuring the delivery of a quality service 

It is important that customers understand their role in the provision of a quality service and  

facilitate same as follows: - 

 On initial contact, provide as much information as possible; 

 Where appropriate, quote reference numbers on all correspondence /communications; 

 Complete all forms carefully and fully; 

 Provide supporting information as requested; 

 Ensure forms/submissions are signed and lodged in good time; 

 Keep CETB advised of changes in circumstances; 

 Respond promptly to requests for further information/clarifications; 

 If possible, make appointments and be on time. 

 

Evaluation 

To access the impact of these policy targets, the following procedures will be put in place:  

 Carry out a survey which would determine customer’s views on timeliness and courtesy; 

 Provide for internal surveys on a regular basis on progress in telephone answering, 
replying to correspondence, etc; 

 Develop a tracking system to assist in providing a timely response to correspondence; 

 Update all staff on productive comments made by customers; 

 Review procedures at staff meetings at least twice per year. 
 

Complaints 

CETB will maintain a publicised, accessible, transparent and simple-to-use system of dealing 

with complaints about the quality of service provided and ensure that such complaints are 

dealt with in a consistent, fair and transparent manner. 

 



Customers can direct comments, suggestions and complaints to the Chief Executive / Delegated 

Officer, who will: 

 Have the complaints investigated in a fair and impartial manner; 

 Conduct customer surveys; 

 Monitor, review and advise on customer services/standards; 

 Be responsible for the customer complaints procedure. 
 

Complaints Procedure 

 All complaints must be submitted in writing, by e-mail or in person as appropriate; 

 Complaint Form to facilitate the public when making a complaint is available at 
Appendix 1; 

 An acknowledgement letter confirming receipt of a complaint will be issued within 5 
working day of its receipt; 

 The CE/Delegated Officer will investigate the matter and issue a decision to the  
 complainant within 2 weeks or as soon as practicable thereafter; 

 The type, number and nature of the complaints will be collated and analysed. 
 

Appeal 

CETB will maintain a formalised, publicised, accessible, transparent and simple-to-use  

system of appeal / review for customers who are dissatisfied with decisions in relation to 

services.  There is a separate agreed procedure, which must be followed in the case of appeals 

against the recommendations of interview boards. 

 

Procedure for Appeals  

This appeals procedure does not apply in the case of appointments to job vacancies/ 

promotions. 

 All appeals must be submitted in writing, by e-mail or in person as appropriate; 

 An acknowledgement confirming receipt of an appeal will issue within 5 working days of 
its receipt; 

 If a customer remains dissatisfied with the response of the CE / Delegated Officer they 
may lodge a complaint with the Board for resolution. 

 

 

 



Consultation and Evaluation 

 
CETB is committed to providing a structured approach to meaningful consultation with and 

participation by, the customer in relation to the development, delivery and review of services, and 

to ensuring meaningful evaluation of service delivery.  

The Board is committed to consulting with its customers and to the evaluation of its services.  In its 

different roles the Board is sometimes service provider, client, promoter or independent 

adjudicator and must meet its responsibilities to all its customers across this diverse range. The 

Board’s approach will be to consult its customers and to continue to build on this over the period 

of the plan.  

 

Consultation on Service Provision and Policy Issues 

The Board is committed to creating opportunities for input to the policy formulation and service 

provision process.  The Board consults with the main stakeholders as required and hosts 

workshops and consultative fora on major policy and legislative issues. 

 

The comment card at Appendix 2 has been developed to obtain feedback on our level of service. 

 
                                                                                                          

Choice 

CETB is committed to providing choice, where feasible, in service delivery including  

payment methods, location of contact points, opening hours and delivery times.  We will 

endeavour to utilise available and emerging technologies to ensure maximum access, choice and 

quality of delivery.  

 

The Board’s Head Office is open Monday to Friday from 9.00am to 5.00 pm.  A voicemail service 

operates outside of these hours.  

 

 

 



It is now possible to ring any member are of staff once you know the Direct Dial Inwards number 

(DDI).  Direct dial numbers are available on the Board’s website: www.cork.etb.ie/contact-

us/head-office-contacts/  

 

All queries should be sent to info@corketb.ie 

 

  

Location of Contact Points 

The main point of contact for administrative issues within CETB is the Head Office, 21 Lavitt’s 

Quay, Cork.  

  

http://www.cork.etb.ie/contact-us/head-office-contacts/
http://www.cork.etb.ie/contact-us/head-office-contacts/
mailto:info@corketb.ie


Appendix  1 

C O M P L A I N T    F O R M 

 
To:      Chief Executive, 
 Cork Education & Training Board 
 21 Lavitts Quay, 

Cork 
  
 

 

From:  __________________________________________________________________ 
 
 
 
Details of complaint 
 
______________________________________________________________________________ 

______________________________________________________________________________ 

______________________________________________________________________________ 

______________________________________________________________________________ 

______________________________________________________________________________ 

______________________________________________________________________________ 

______________________________________________________________________________ 

______________________________________________________________________________ 

______________________________________________________________________________ 

______________________________________________________________________________ 

______________________________________________________________________________  

______________________________________________________________________________ 

 
               
Signed:       ______________________________________ 
 
(Signed on behalf of):  ______________________________________ 
 
Date:           _____________________________________ 



Appendix  2 

Customer Service Comment Card 

 

Your comments are greatly appreciated: 
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________ 
________________________________________________________________________________ 
  

Do you find our opening hours customer-friendly?       YES  /  NO 

 
If you answered “no”, please suggest how we can improve them: 
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________ 
________________________________________________________________________________ 
 
How did you hear about the services of our ETB? 
_______________________________________________________________________ 
Newspaper (name): 
_______________________________________________________________________ 
Referred from school (name): 
_______________________________________________________________________ 
Referred from other organisation (name): 
_______________________________________________________________________ 
Referred from Adult Education Centre (name): 
_______________________________________________________________________ 
Word of mouth: 
 ______________________________________________________________________ 
Radio: 
______________________________________________________________________ 
Leaflet:  
______________________________________________________________________ 
Other (please specify): 
______________________________________________________________________ 
 

 

Contact Information (optional) 
Name:    ____________________________________________________________ 

Address:    ____________________________________________________________ 

Phone Number: ____________________________________________________________ 

Email:   ____________________________________________________________ 


