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Introduction and Background

Waterford City Council has prepared its Language Scheme under Section 11 of the Official Languages Act 2003.  The scheme was prepared in accordance with the Guidelines under Section 12 of the Official Languages Act 2003 issued by the Department of  Community, Rural and Gaeltacht Affairs.  Waterford City Council published a notice of intention to prepare a scheme in accordance with Section 13(1)(a) of the Act in local and national newspapers and Irish language newspapers, and on www.waterfordcity.ie .
Section 11 of the Act provides that, for the purposes of promoting the use of the Irish Language for official purposes in the State, public bodies shall prepare a Scheme specifying the services which the body proposes to provide:

· Exclusively through the medium of the Irish language.

· Exclusively through the medium of the English language and

· through the medium of  both  Irish and English 
as well as the measures the body proposes to adopt to ensure that any services that are not provided by the body through the medium of the Irish language will be so provided.

In the Scheme:

1. “The Act” means the Official Languages Act 2003
2. “WCC” means Waterford City Council
The scheme includes an overview of Waterford City Council, the services we provide and the level of services already available through Irish, English and bilingually.

In accordance with the Official Language Act 2003 each customer is entitled to a response to correspondence in Irish through Irish, to have certain key publications available in both official languages i.e. Annual Report, Annual Financial Statement.  
These rights are protected in the Official Language Act 2003 and are not repeated in this Scheme.  The scheme sets out to improve other services in Irish.
2. Commencement Date of Scheme 

The scheme has been confirmed by the Minister for Community Rural & Gaeltacht Affairs.  The scheme shall commence on  1st June, 2008  and shall remain in force for a period of 3 years from that date or until a new scheme has been confirmed by the Minister pursuant to Section 15 of the Act, whichever is the earlier.

3. Corporate Plan 2004-2009 

Mission Statement

To make Waterford City excel through democratic leadership and delivery of quality service.
Core Values

· Placing people and their needs at the centre of our activities, respecting their views, aspirations and concerns.
· Recognising the skills, knowledge, expertise, integrity and importance of our employees and developing each employee to his/ her full potential.
· Promoting the representative and policy making role of the elected members as an integral part of democratic local government.
· Affirming the integrity of the Organisation and ensuring that all our employees and members embrace fully the relevant Codes of Conduct.
· Carrying out all business to the highest standards and in accordance with best practice and best use of resources. 

OPERATING ENVIRONMENT

Waterford City Council provides public services to cater for a diverse range of activities in the best interests of the people of Waterford City.

Services provided by Waterford City Council.
This chapter sets out the position in relation to service provision by each Department.   There is no department capable of delivering its service comprehensively through the medium of Irish and English. Waterford City Council has an Irish Language Officer, and anyone  requesting to do business in Irish will be facilitated.
At present all letter head paper and compliment slips, are bilingual and  a number of application forms are also available  bilingually.

WCC is divided into the following Directorates:

Corporate Affairs and Transportation

Environmental Services

Finance & Information System
Housing, and Community & Enterprise

Planning, HR & Culture
Corporate Affairs & Transportation 
· Provides a Secretariat for the Mayor,  Corporate Policy Group, and Members of the Council and involves the preparation of the Agenda, Minutes, for Council Meetings, Special Meetings,  Statutory Meetings , Annual Meeting.
· Workplace Partnership

· PMDS
· Register of Electors

· Town Twinning

· Higher Education Grants

· Property Management manages land and property owned by Waterford City Council
· Plan and design roads infrastructure

·  Maintenance and upkeep road network
·  Public lighting

· Traffic management, safety and  road signage
· Parking policy and enforcement
Environmental Services
· Environmental Protection – protect and improve the quality of the Environment
· Waste Infrastructure

· Cleansing

· Environmental awareness initiatives

· Drainage Services

· Water Supply, distribution and conservation

· Drinking Water Quality

· Parks/Open Spaces & Recreation
Finance & IT
· AFS

· Programme budgeting

· Internal Audit

· Accounts Receivable/Payable

· On-line services

· Outreach facilities

· GIS

Housing, Community & Enterprise

· Housing Needs & Homelessness
· Housing Construction

· Remedial/Regeneration Works Programme

· Estate Management

· Traveller Accommodation

· Rental Accommodation Scheme

· Support to Waterford City Development Board

· Rapid Programme

· Implementation of Barcelona Declaration

·  Fire Service

· Civil Defence
Planning HR & Culture

· Forward Planning

· Conservation of Built Heritage

· Urban Renewal

· Development Management

· City Council Developments

· Building Control

· Recruitment – Training & Development

· Library Service

· Archives & Record Management

· Arts

· Sports

Customer Contact
We have extensive customer contact at all our  service points including City Hall, Civic Offices Bailey’s New Street, Maritana Gate, Bishop’s Palace, Libraries, Depots. The internet is widely used in our dealings with our customers.

Research Undertaken.

The  consultation process in preparation of the scheme included: 

(i) Advertisements seeking submissions from the public on the preparation of the scheme.
(ii) Customer survey – (See Appendix 1)
(iii) Employee survey -  (See Appendix 1)
Three submissions were received during the consultation period .  Issues raised related to:

Translators and Interpreters, that the City Council adopt a positive energetic policy to implement its statutory  obligations under the Act.
Scheme commitments for enhancement of Service Provision through the Irish Language

Methods of Communication: 
· One to one communication at all public counters

· School visits by Mayor,  Community & Enterprise Dept.
· Workshops/Public Consultation/Public meetings ie. Dev. Plan

· Written documentation i.e. letters
· Brochures & Information leaflets/Posters

· Application forms

· Publications

· Press releases

· E-mail
· Website
Commitments  for provision of services through the Irish Language:
Written Documentation:

All new  Brochures, Information Leaflets, Posters – will by the end of the scheme contain a short introduction and summary in the Irish language to convey the general content and all existing Brochures, Information Leaflets, Posters will contain a short introduction and summary in the Irish Language to convey the general content from when stocks are replenished.

All  new application forms and associated information leaflets produced by WCC  will be available bilingually within the one cover except where this is not practicable because of the size or nature of the document by the end of the scheme. All existing forms and associated leaflets shall be made bilingual as stocks are being replenished.

Waterford City Development Plan, city centre parking policy, Local Area Plans, Play Policy, as well as documents prescribed under Section 10 of  the Act,  will be published on our website bilingually. 

Press releases issued in relation to the Irish language will be made available bilingually and circulated in the Irish language and English language media simultaneously.  5% of other press releases will be made  available bilingually each year, which will take effect from the beginning of the scheme.

Our Website is currently accessible through Irish and English.    All webpages on the website will be made completely bilingual by the end of the scheme.  Documents that can be downloaded from the website will be available in the languages or languages in which the document was published.

Receptionists/switchboard operators are the first points of contact with the public. It shall be the policy of Waterford City Council to ensure that standard Quality Customer Service (QCS) practice applies in this area, which is that by the end of the scheme:

Receptions/switchboard staff  are able to give the name of the public body in Irish.

They are at least familiar with the basic greeting in Irish.

Suitable arrangements are in place so that they can put members of the public in touch, without delay, with the office or officer responsible for offering the service required through Irish, where available.
A  bilingual counter service will be available from our Library and Human Resources sections, by the end of the scheme.  If a caller wishes to communicate in Irish and an Irish speaker is not available to deal with the caller, the caller will be informed when an Irish speaker able to give the service will be available and will be given the option of calling back when an Irish speaker is available or continuing in English.

 An element of Irish will be incorporated into greetings at public consultations, high profile events and school and community visits.
Any new residential developments will be named in  Irish and English as a condition of  the planning permission.  The City Council will have responsibility for vetting and selecting appropriate names in consultation with the placenames commission if required and having consideration for the existing placenames, history and local heritage of the area.
ICT Systems
Waterford City Council shall ensure that any new computer software involving public accessibility which is being developed, is fully compatible with  the Irish language and will also ensure (in so far as it is under our control) that existing such systems are made compatible within the lifetime of this scheme.

Any new interactive systems will be language compliant and existing systems upgraded by the end of this scheme subject to the provision of the necessary systems from the Local Government Computer Services Board.

Any standard disclaimer or message on e-mail correspondence will be bilingual by the end of 2008.


WCC will invest in training and development  to ensure all staff and Councillors are given encouragement and  an opportunity to develop their Irish language competencies.  This will be facilitates by:
· Language awareness – as a component of both induction and customer care training course.

· Seek volunteers to provide Irish language services in sections across WCC

· Training guidelines will be circulated to all staff, councilors and management.

WCC will monitor this scheme annually and report thereon in the Annual Report.

The scheme will be advertised in all local newspapers, published on our website and will be available at all public points of contact, counters, libraries etc. and circulated to all people from whom submissions were received.


Customer Survey  - Results
Can you speak Irish?

        Yes – 80%
   No – 20%


To what level

Occasional Words  26%   Basic  34%             Advanced  15%            Fluent
26%
Do you like Irish Music/Culture/Art?                     Yes    100%            No     


Would you like to see more Irish Signage/Posters in the City?       Yes 77%                No
23%
Do you welcome bilingual forms?


    Yes 71%
      No 27%


Have you ever looked to conduct your business with 

Waterford City Council through Irish?

   Yes 19%  
     No 81%

      
         

If services were available in Irish at the same standard as English, 

would you conduct your business through Irish?


 
Yes 39%    
   No 61%






Would you like your email address to be added to our information list?        Yes
47%
No 53%
EMPLOYEE SURVEY - RESULTS

What level of spoken Irish have you?

High-10% Average 38%     Poor 45% None 7%      

What level of written Irish have you?

High-10%   Average 24%     Poor 52% None 14%
What level did you continue your studies in Irish to, give details



Leaving Cert

83%







Cert/Diploma

3%







Degree










Other


14%









Have you attended other Irish classes that improved your Irish and/or helped you in work?

Yes
31%
No
69%
Would you attend Irish classes?

Yes
79%
No
21%
Do you deal with the public?

Yes
90%
No
10%
Which methods of communication do you use when dealing with the public, give a percentage.
E-mail

22%      Telephone 29%   Counter 27%  Letter 22%                  
Do you/have you dealt with the public through Irish, give percentage

E-mail
    7%                 Telephone  27%      Counter   47%   Letter  27%_

Do you deal with  other organizations that work through/use Irish?

Through Work, 

33%
Social or other


67%
Would you be comfortable speaking to the public in Irish now?

Yes
21%
No
79%
If there was training available to facilitate in this, would you feel comfortable speaking to the public in Irish?


Yes
67%
No
30%
Not Sure  3%



Are you interested in Irish culture, music, drama or literature?

Yes
90%
No
10%
Are you involved with Irish culture, music, drama or literature?

Yes
14%
No
86%
Would you participate in Irish events if held locally/internally?

Yes
71%
No
21%
Maybe  7%
Application Forms





Major Policy documents





Press Release





Website





Oral Communication





Training & Development.








Monitoring of Scheme








Publicity








Appendix – 1 (survey)
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